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1.2 PRELIMINARY STATEMENT  

This Tariff sets forth the rates and rules of CenturyLink Communications, LLC d/b/a Lumen 
Technologies Group (hereinafter referred to as “the Company”, “Contractor”, “CenturyLink” or 
“Lumen”), on behalf of itself and its affiliates which are described in the applicable Service 
Schedule/Attachment, whether offered under that name, or the trade or brand names CenturyLink or 
Lumen, within the State of Oregon. applicable to its provision of Next Generation 9-1-1 service to 
emergency service customers within the State of Oregon.  
 
The Company has been authorized by the Oregon Public Utilities Commission (PUC) to provide 
competitive local exchange services to customers within most areas in the State of Oregon.  
 
The company is able to provide Next Generation 9-1-1 service to emergency service customers within 
the State of Oregon.  
 
The rates and rules contained herein are subject to change pursuant to the rules and regulations of 
the PUC.  
 
Notwithstanding anything to the contrary, this Tariff offering, including all rates, service level 

agreements, terms, and conditions, is contingent upon Customer’s purchase of the combined Lumen 

network transport and Lumen Next Generation Core Services solution. Lumen will not provide 

services, features, and functions described herein separately.  All services, features, and functions 

must be subscribed to by the authorized user subject to a Service Order.   
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1.3 APPLICATION OF TARIFF 

This Tariff sets forth the service offerings, rates, terms, and conditions applicable to the furnishing of 
Next Generation 9-1-1 services by CenturyLink Communications, LLC d/b/a Lumen Technologies 
Group, hereinafter referred to as the Company, whether offered under that name, or the trade or 
brand names CenturyLink or Lumen, within the State of Oregon.  Service is offered exclusively to 
municipalities, other federal, state or local government units, and to authorized agents of one or more 
municipalities or other federal, state or local government units to whom authority has been delegated 
(e.g., a PSAP).  
 
This Tariff applies only for the use of the Company's services for Next Generation 9-1-1 services 
between points within the State of Oregon.  
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1.4 EXPLANATION OF CHANGE SYMBOLS 
 

  Symbol Explanation 

 

(C) - To signify changed listing, condition, rule or regulation 

 

(D) - To signify discontinued material 

 

(I) - To signify increase 

 

(M) - To signify that material transferred from one sheet to another sheet of the same or 

different section 

 

(N) - To signify new material 

 

(R) - To signify reduction 

 

(T) - To signify a change in text but no change in rate, condition, rule or regulation 
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1.5 TRADEMARKS, SERVICE MARKS and TRADE NAMES  
 

The following list of trade names, trademarks and/or service marks which may be used for services 

offered in this Catalog are owned by Lumen Technologies, Inc. (formerly CenturyLink, Inc.) or a 

subsidiary of Lumen Technologies, Inc. and are used by the Company with express permission.  

Trademark and service mark designations will not be listed hereafter in the Tariff.  However, the laws 

regarding trademarks and service marks are applicable. 

 

Trade names, trademarks and service marks that are owned by Lumen Technologies, Inc. or a 

subsidiary of Lumen Technologies, Inc. cannot be used by another party without authorization. 

 

Service Mark/Trademark:   Trade Name: 

 

CenturyLink®     CenturyLink 

Lumen®     Lumen 

Lumen Technologies® 
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SERVICE AREA MAP 
 

The Company is able to provide Next Generation 9-1-1 service to emergency service customers within the 

State of Oregon throughout the area identified on the following map. 
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2.1 DEFINITIONS 
 

Unless otherwise defined in the applicable Service Attachment or Exhibit, the following definitions 

shall apply: 

 

9 -1-1 – A three-digit telephone number used to report an emergency situation requiring a response 

by a public agency such as a fire department or police department.  

9-1-1 Service Provider – The entity responsible for establishing and overseeing the functions 

necessary to accept 9-1-1 calls placed by callers, delivering the 9-1-1 calls to PSAPs using 

appropriate routing logic, and delivering emergency response information such as ANI and ALI.  

Access Line – A circuit between the station protector on the Customer's telephone service or PBX to, 

and including, the serving central office main frame.  

Advance Payment – Payment of all or part of a charge required before the start of service.  

Authorization Code – A numerical code, one or more of which may be assigned to a Customer, to 

enable Carrier to identify the origin of service of the Customer so it may rate and bill the call. All 

authorization codes shall be the sole property of Carrier and no Customer shall have any property or 

other right or interest in the use of any particular authorization code. Automatic numbering 

identification (ANI) may be used as or in connection with the authorization code.  

Authorized User – A person, corporation or other entity who is authorized by the Company's customer 

to utilize service provided by the Company to the customer. The customer is responsible for all 

charges incurred by an Authorized User.  

Automatic Location Identification (ALI) – The automatic display, on equipment at the PSAP, of the 

location of the caller's telephone number, the address for the telephone, including non-listed and non- 

published numbers and addresses, and other information about the caller’s location.  

Automatic Numbering Identification (ANI) – A type of signaling provided by a local exchange 

telephone company which automatically identifies the local exchange line from which a call originates.  

Bit Rate Error Testing (BERT) – Also referred to as Level 1 Testing, this is a testing of a Circuit that 

begins on the day the Company has completed the provisioning of end-to-end continuity of any Circuit 

ordered by the Customer.  
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2.1 DEFINITIONS (Cont’d) 
 

Border Control Function (BCF) - Provides a secure entry into the ESInet for 9-1-1 requests for 

assistance presented to the network. The BCF incorporates firewall, admission control, and may 

include anchoring of session and media as well as other security mechanisms to prevent deliberate 

or malicious attacks on {SAPs or other entities connected to the ESInet.  

Border Gateway Protocol (BGP) – A protocol designed to exchange routing and reachability 

information among autonomous systems (AS).  

Business or Commercial Customer – In general, Business Customers are those who have access 

lines that terminate at offices, mills, stores or a business location.  

Call – A completed connection established between a calling station and one or more called stations.  

Call Detail Record (CDR) - A data record produced by a Common Carrier or telecommunications 

equipment that documents the details of a telephone call or other telecommunications transaction 

(e.g., text message) that passes through that facility or device. The record contains various attributes 

of the call, such as time, duration, completion status, source number, and destination number.  

Call Path Information – The payload of the voice information component of the actual voice call 

between network elements.  

Centralized Automated Message Accounting (CAMA) – A type of in-band analog transmission 

protocol that transmits telephone number via multi-frequency encoding.  

Commission – Oregon Public Utilities Commission.  

Circuit – A physical connection from Customer or Common Carrier’s equipment to CenturyLink’s 

network.  Circuits can be IP-based or TDM-based.  

Commission – Oregon Public Utilities Commission.  

Common Carrier – An authorized company or entity providing telecommunications services to the 

public.  

Company –CenturyLink Communications, LLC, the issuer of this Tariff, and its employees, officers, 

directors, assignees, agents, and any person or entity acting on its behalf.  The Company may also 

be referred to herein as “CenturyLink.”  
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2.1 DEFINITIONS (Cont’d) 
 

Customer – The person, firm or corporation that orders service and is responsible for the payment of 

charges and compliance with the terms and conditions of this Tariff.  

Customer Premises – A location designated by the Customer for the purposes of connecting to the 

Company’s services.  

Customer Premises Equipment (CPE) – Communications or terminal equipment located in the 

customer’s facilities – Terminal equipment at a PSAP.  

PUC – The Oregon Public Utilities Commission.  

Customer Terminal Equipment – Terminal equipment provided by the Customer.  

Data Base Management System (DBMS) – A system of manual procedures and computer programs 

used to create, store, and update the data required to provide Selective Routing and/or Automatic 

Location Identification for E9-1-1 systems.  

Demarcation (also referred to as “Demarc”) – A mutually defined interface point dividing one area of 

technical, fiscal and legal responsibility for managing tangible assets, such as computers, routing 

hardware, or transmission lines, from another.  

Deposit - Refers to a cash or equivalent of cash security held as a guarantee for payment of the 

charges.  

Direct Inward Dial (DID) – A service attribute that routes incoming calls directly to stations, by-passing 

a central answering point.  

E9-1-1 (Enhanced 9-1-1) – An emergency telephone service that includes ANI, ALI (including non- 

listed and non-published numbers and addresses), and (optionally) selective routing, to facilitate 

public safety response.  

E9-1-1 Emergency Service – A telecommunications service that uses ANI, ALI (including non-listed 

and non-published numbers and addresses), Selective Routing, and the three-digit number “9-1-1,” 

for reporting police, fire, medical, or other emergency situations to a PSAP for referral to a public 

safety agency. As used in this Tariff, E9-1-1 Emergency Service does not include discretionary 

equipment purchased or contracted for that is not essential to the provision of E9-1-1 Emergency 

Service.  

 

 

 

Advice No. 2025-01 

Issued by CenturyLink Communications, LLC Effective: June 10, 2025 

OR2025-03 



 

 

CenturyLink Communications, LLC d/b/a Lumen Technologies Group 

 

Oregon P.U.C. Tariff No. 1 Section 2 

Competitive Local Exchange Carrier Page 4 

Next Generation 9-1-1 Services 

 

GENERAL REGULATIONS – CONDITIONS OF OFFERING 

 

2.1 DEFINITIONS (Cont’d) 
 

E9-1-1 Selective Router Trunk – A trunk from an E9-1-1 Selective Routing Tandem capable of 

transmitting the ANI associated with the caller’s local exchange line. The E9-1-1 Selective Router 

Trunk may be between an E9-1-1 Selective Routing Tandem and a PSAP, or between E9-1-1 

Selective Routing Tandems; the latter configuration is also known as an inter-Selective Router Trunk.  

E9-1-1 Tandem or E9-1-1 Selective Routing Tandem – The switch that provides the routing and 

switching of 9-1-1 calls. The E9-1-1 Tandem controls delivery of the call with ANI to the PSAP and 

provides Selective Routing, speed calling, selective transfer, fixed transfer, and certain maintenance 

functions for each PSAP.  

E9-1-1 Trunks – The trunks that connect from the End Office serving the individual telephone that 

originates a 9-1-1 call to the E9-1-1 Selective Routing Tandem.  

Emergency Call Routing Function (ECRF) – A functional element in an ESInet that uses either civic 

address or geo-coordinate location information to route an emergency call toward the appropriate 

PSAP.  

Emergency Service Number (ESN) – An ESN is a number, typically three to five digits in length, that 

maps to a primary 9-1-1 call handler (usually a PSAP), and a set of emergency service agencies 

(e.g., law enforcement, fire, emergency medical service) that serve a specific range of addresses 

within a particular geographical area, or Emergency Service Zone (ESZ).  

Emergency Services Routing Proxy (ESRP) – Enables accurate E9-1-1 call routing regardless of the 

network access used by the caller. It is a new-generation selective router that bridges the gap 

between conventional PSTN networks and VoIP networks.  

End Office – The LEC switching system office or serving wire center where Customer station loops 

are terminated for purposes of interconnection to each other and/or to trunks.  

End User – A party purchasing services from or otherwise accessing Services through Customer.  

Equal Access – A form of dialed access provided by local exchange companies whereby 

interexchange calls dialed by the Customer are automatically routed to the Company's network. 

Presubscribed Customers may also route interexchange calls to the Company's network by dialing 

an access code supplied by the Company.  
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2.1 DEFINITIONS (Cont’d) 
 

ESInet – An Emergency Services IP Network (ESInet) used for emergency services communications. 

An ESInet provides the IP transport infrastructure and functional processes necessary for providing 

Next Generation 9-1-1 network services.  

Exchange Telephone Company or Telephone Company – Denotes any individual, partnership, 

association, joint-stock company, trust, or corporation authorized by the appropriate regulatory bodies 

to engage in providing public switched communication service throughout an exchange area, and 

between exchange areas within the LATA.  

Geographic Information System (GIS) – A system for capturing, storing, displaying, analyzing, and 

managing data and associated attributes which are spatially referenced.  

Governing Authority – The governing body of a state, county, city, city and county, town, of other 

governing body (e.g., the board of directors of a special district) that oversees the PSAP(s) within 

the Governing Authority’s jurisdiction.  

HELD – HTTP-Enabled Location Delivery.  

Hunting – Routes a call to an idle station line in a prearranged group when the called station line is 

busy.  

i3 – Stage 3 NENA standard designed to provide key technical guidelines for the implementation of 

next-generation 9-1-1 (NG-9-1-1) systems.  i3 architecture is the framework designed to provide key 

technical guidelines for the implementation of the public safety network for NG9-1-1.  

IETF – Internet Engineering Task Force.  

ILEC – Incumbent Local Exchange Company.  

Individual Case Basis (ICB) – A service arrangement in which the regulations, rates and charges are 

developed based on the specific circumstances of the Customer's situation.  

Integrated Services Digital Network User Part (ISUP) – A message protocol to support call set up and 

release for interoffice voice call connections over SS7 Signaling.  

Internet Protocol (IP) – The method by which data is sent from one computer to another on the 

Internet or other networks.  
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IXC or Interexchange Carrier – A long distance telecommunications services provider.  

Interruption – The inability to complete calls due to equipment malfunctions or human errors. 

Interruption shall not include, and no allowance shall be given for service difficulties such as slow dial 

tone, circuits busy or other network and/or switching capability shortages. Nor shall Interruption 

include the failure of any service or facilities provided by a common carrier or other entity other than 

CenturyLink.  Any Interruption allowance provided within this Tariff by CenturyLink shall not apply 

where service is interrupted by the negligence or willful act of the Customer, or where the Company, 

pursuant to the terms of this Tariff, terminates service because of non-payment of bills, unlawful or 

improper use of the CenturyLink’s facilities or service, or any other reason covered by this Tariff or by 

applicable law.  

IPSec – Internet Protocol Security, a method of encryption.  

Jitter - Jitter is the variation in time delay between when a (voice) signal is transmitted and when it 

is received over a network, often causing disruptions in audio, video, and data transmission. It can 

lead to issues like choppy calls especially in real-time applications. 

LATA – A Local Access and Transport Area established pursuant to the Modification of Final Judgment 

entered by the United States District Court for the District of Columbia in Civil Action No. 82-0192; or 

any other geographic area designated as a LATA in the National Exchange Carrier Association, Inc. 

Tariff No. 4, or its successor tariff(s).  

LEC – Local Exchange Company refers to the dominant, monopoly local telephone company in the 

area also served by the Company.  

Local Calling – A completed call or telephonic communication between a calling Station and any other 

Station within the local service area of the Calling Station.  

Location Database (LDB) – The database maintained by the Next Generation 911 Provider that 

provides the PSAP with the Registered Location of the calling party by using transitional methods of 

tabular and GIS based attributes.  

Location Information – The actual geo or civic location data independent of its containers, protocol, 

or reference mechanisms.  

Location Information Server (LIS) – A functional element in an IP-capable originating network that 

provides locations of endpoints (i.e., calling device).  
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2.1 DEFINITIONS (Cont’d) 
 

Location Validation Function (LVF) – A functional element in a Next Generation 9-11 Core Service 

where location information is validated against data in a GIS database.  

Master Street Address Guide (MSAG) – A database of street names and house number ranges within 

their associated communities that defines ESZs and associated ESNs to enable proper routing of E9-

1-1 calls.  

Message – A transmission sent through the connectivity established with Services.  

Message Session Relay Protocol (MSRP) – A standardized mechanism for exchanging instant 

messages using SIP where a server relays messages between user agents.  

Mobile Positioning Center (MPC) – The MPC is a functional entity that provides an interface between 

the wireless originating network and the Emergency Services Network.  

Monthly Recurring Charges – The monthly charges to the Customer for services, facilities, and 

equipment, which continue for the agreed upon duration of the service.  

MOU – Minutes of Use.  

National Emergency Number Association (NENA) – An international not-for-profit organization whose 

purpose is to lead, assist, and provide for the development, availability, implementation and 

enhancement of a universal emergency telephone number or system common to all jurisdictions 

through research, planning, publications, training and education.  

NECA – National Exchange Carriers Association.  

Next Generation 9-1-1(NG9-1-1) – NG9‐1‐1 is a secure system comprised of hardware, software, 

data and operational policies and procedures with standardized interfaces to process all types of 

emergency calls, acquire and integrate additional data, and deliver the calls/messages and data to 

the appropriate emergency entities.  

NG9-1-1 Core Services (NGCS) –The base set of services needed to process a 91-1 call on an 

ESInet. Includes the ESRP, ECRF, LVF, BCF, Bridge, Policy Store, Logging Services and typical IP 

services such as DNS and DHCP. The term NG91-1 Core Services includes the services and not the 

network on which they operate.  
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2.1 DEFINITIONS (Cont’d) 
 

Nonrecurring Charge (NRC) – The initial charge, usually assessed on a one-time basis, to initiate and 

establish service.  

Open Shortest Path First (OSPF) – A routing protocol for Internet Protocol (IP) networks to find the 

best path for packets to travel.  

PIN – Personal Identification Number. See Authorization Code.  

Point of Interconnection (POI) – This separates Company facilities from interconnected Common 

Carrier’s facilities and represents the Physical Demarcation between the Company and the Common 

Carrier. Each party has, for their side of the POI, all of the respective rights and obligations of 

ownership and control, unless specifically provided otherwise under this Tariff.  

Point of Presence (POP) –The physical location at which an IXC establishes itself for the purpose of 

obtaining exchange access.  

Policy Routing Function (PRF) - That functional component of an Emergency Services Routing Proxy 

that determines the next hop in the SIP signaling path using a policy.  

Premises – The space occupied by a customer or authorized user in a building or buildings or 

contiguous property not separated by a public right of way.  

Protocol Interworking Function (PIF) – That functional component of a Legacy Network Gateway or 

Legacy PSAP Gateway that interworks legacy PSTN signaling such as ISUP or CAMA with SIP 

signaling.  

Pseudo Automatic Number Identification (pANI) – A number consisting of the same number of digits 

as ANI and used to query routing and ALI databases.  

Public Agency – Any state, county, city, city and county, town, municipal corporation, public district, or 

other public authority located in whole or in part within the State of Pennsylvania that provides or has 

the authority to provide firefighting, law enforcement, ambulance, emergency medical, or other 

emergency services.  

Public Emergency – The presence of actual or imminent conditions that are either an immediate 

danger to the health or safety of people, or a likelihood of sever irreparable damage to property.  
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Public Safety Answering Point (PSAP) – A facility equipped and staffed to receive 91-1 calls from the 

9-1-1 Service Provider(s). PSAPs operate under the direction of the Governing Authority and are 

responsible to direct the disposition of 9-1-1 calls.  

Query – A Message representing a request for information. For example, in the NG91-1 architecture 

a HELD query to an LDB results in a Response containing a caller’s location.   

Public Switched Telephone Network (PSTN) – The network of equipment, lines, and controls 

assembled to establish communication paths between calling and called parties in North America.  

Recurring Charges – Monthly charges to the Customer for services, and equipment, which continues 

for the agreed upon duration of the service.  

Regulatory Authority – Any competent federal, local, municipal or other governmental, administrative 

or judicial authority, including the Federal Communications Commission, the Federal Trade 

Commission, the United States Congress, state public service commissions, state and local 

governments, cities, municipalities, townships, departments of transportation, and all other 

governmental entities or standards setting bodies (including but not limited to the National Emergency 

Number Association (NENA) or the Association of Public-Safety Communications Officials (APCO) 

having jurisdiction over the Parties, this Tariff, the Services, the Equipment, or any matter related 

thereto.  

Response – A Message representing a response to an associated Query.  

SDWAN – Software Defined Area network.  

Selective Routing – The routing of a 9-1-1 call from an E9-1-1 Selective Router Tandem to a 

designated PSAP based upon the seven-digit or ten-digit telephone number or pANI associated with 

the caller dialing 9-1-1.  

Service – Any means of service offered herein or any combination thereof.  

Service Commencement Date – The date Service is installed and billing commences. 

Commencement of Billing – unless otherwise set forth in an Order Form, the Company will deliver 

written or electronic notice (a “Connection Notice”) to Customer when Service is installed, at which 

time billing will commence (“Service Commencement Date”).   
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GENERAL REGULATIONS – CONDITIONS OF OFFERING 

 

2.1 DEFINITIONS (Cont’d) 
 

Service Interruption – The inability to complete calls due to equipment malfunctions or human errors. 

Service Interruption shall not include service difficulties such as slow dial tone, circuits busy or other 

network and/or switching capability shortages. Nor shall Service Interruption include the failure of any 

service or facilities provided by a Common Carrier or other entity other than the Company.  

Service Level Agreement - Specifying the level of service that will be provided.  

Service Order – The written request for Company services executed by the Customer and the 

Company in the format devised by the Company. The signing of the Service Order initiates the 

respective obligations of the parties as set forth therein and pursuant to this Tariff.  

Services – The Company's telecommunications services offered on the Company's network.  

Session Initiation Protocol (SIP) – A defined protocol that defines a method for establishing 

multimedia sessions over the Internet.  

Session Border Control (SBC) – A commonly available functional element that provides security, NAT 

traversal, protocol repair and other functions to VoIP signaling such as SIP. A component of a Border 

Control Function.  

Shared Inbound Calls – Refers to calls that are terminated via the Customer's Company-provided 

local exchange line.  

Shared Outbound Calls – Refers to calls in Feature Group (FGD) exchanges whereby the Customer's 

local telephone lines are presubscribed by the Company to the Company's outbound service such 

that "1 + 10-digit number" calls are automatically routed to the Company's or an IXC’s network. Calls 

to stations within the Customer’s LATA may be placed by dialing "10XXX" or "101XXXX" with 1 + 

10digit number."  

Signaling Information - the underlying information flow to setup, connect, and terminate calls between 

switching elements.  

Signaling System 7 (SS7) – A common channel signaling, special purpose, packet switched data 

network whose function is to provide call-processing information to the circuit switched Network 

Element that it supports.  

Spatial Interface (SI) – A standardized interface between the GIS and the functional elements that 

use GIS data such as the ECRF and/or LVF.  
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GENERAL REGULATIONS – CONDITIONS OF OFFERING 

 

2.1 DEFINITIONS (Cont’d) 
 

Statement of Work (SOW) – A separate statement of work document setting forth any additional 

operational, logistical or similar details necessary for implementation of Services ordered.  

Station – The network control signaling unit and any other equipment provided at the Customer’s 

premises that enables the Customer to establish communications connections and to effect 

communications through such connections.  

Subscriber – The person, firm, partnership, corporation, or other entity who orders 

telecommunications service from the Company. Service may be ordered by, or on behalf of, those 

who own, lease or otherwise manage the pay telephone, PBX, or other switch vehicle from which an 

End User places a call utilizing the services of the Company.  

Switched Access Origination/Termination – Where access between the Customer and the 

interexchange carrier is provided on local exchange company Feature Group circuits and the 

connection to the Customer is a LEC-provided business or residential access line. The cost of 

switched Feature Group access is billed to the interexchange carrier.  

TDD/Text Phone – A telecommunications device for use by hearing or speech impaired persons that 

employs graphic communication in the transmission of coded signals through a wire or radio 

communication system.  

Telecommunications Device for the Deaf (TDD)/Text Phone Emergency Access – Provides 9-1-1 

access to individuals that use TDD/Text Phones and computer modems.  

Terminal Equipment – Any telecommunications equipment other than the transmission or receiving 

equipment installed at a Company location.  

Time Division Multiplexing (TDM) – Refers to a type of physical connectivity used in 

telecommunications applications.  

TTY (Teletypewriter) – (or Teletype device), a reference to large machines previously used by the 

hearing-impaired community to transmit messages over phone lines.  A TDD operates similarly but is 

a much smaller desktop machine.  The phrases "TTY" and "TDD” have sometimes been used 

interchangeably.  
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GENERAL REGULATIONS – CONDITIONS OF OFFERING 

 

2.1 DEFINITIONS (Cont’d) 
 

Uniform Resource Identifier (URI) – An identifier consisting of a sequence of characters matching the 

syntax rule that is named <URI> in RFC 3986.  It enables uniform identification of resources via a set 

of naming schemes.  A URI can be further classified as a locator, a name, or both.  The term "Uniform 

Resource Locator" (URL) refers to the subset of URIs that, in addition to identifying a resource, 

provides a means of locating the resource by describing its primary access mechanism (e.g., its 

network "location"). The term "Uniform Resource Name" (URN) has been used historically to refer to 

both URIs under the "urn" scheme [RFC2141], which are required to remain globally unique and 

persistent even when the resource ceases to exist or becomes unavailable, and to any other URI with 

the properties of a name. An example of a URI that is neither a URL nor a URN is 

sip:psap@example.com.  

Uniform Resource Name (URN) – A type of URI. Uniform Resource Names (URNs) are intended to 

serve as persistent, location-independent, resource identifiers and are designed to make it easy to 

map other namespaces (which share the properties of URNs) into URN-space. An example of a URN 

is urn:service.sos. RFC 2141.  

Usage Charges – Charges for minutes or messages traversing over local exchange facilities.  

User or End User – A Customer, Joint User, or any other person authorized by a Customer to use 

service provided under this Tariff.  

Virtual Private Network (VPN) – This is a protocol used to create a private connection through a public 

network.  

Voice over Internet Protocol (VoIP) – Technology that permits delivery of voice calls and other real-

time multimedia sessions over Internet Protocol networks.  

VoIP Positioning Center (VPC) – The VPC is the element that provides routing information to support 

the routing of VoIP emergency calls and cooperates in delivering location information to the PSAP 

over existing ALI data base infrastructure. It also supports access to the routing data in the ERDB.  

WAN – Wide Area Network.  

Wireless Service Provider – Cellular, satellite or other radio-based telephony or data transport 

commercial entity.  
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GENERAL REGULATIONS – CONDITIONS OF OFFERING 

 

2.2 DESCRIPTION OF SERVICE 
 

The description of services offered by the Company are included in Sections 5 and 6 of this Tariff.  

 

2.3 UNDERTAKING OF THE COMPANY 
 

The Company undertakes to furnish emergency services pursuant to the terms of this Tariff within the 

State of Oregon.  

Customers and users may use service and facilities provided under this Tariff to obtain access to 

services offered by other service providers. The Company is responsible under this Tariff only for the 

services and facilities provided hereunder, and it assumes no responsibility for any service provided 

by any other entity that purchases access to the Company network in order to originate or terminate 

its own services, or to communicate with its own customers (e.g., NPA 900, NXX 976, etc.).  

Service is available 24 hours per day, seven days per week and is subject to the availability of 

necessary service, equipment and facilities and the economic feasibility of providing such necessary 

service, equipment and facilities.  

Services are offered via the Company's facilities (whether owned, leased or under contract) in 

combination with facilities services provided by other certificated carriers.  

Minimum Period – The Minimum Service Term will commence on the Service Commencement Date 

for sixty (60) months. The Minimum Service Term will renew for 12-month successive periods, or for 

a greater number of months as agreed by the parties in an Order (each a “Renewal Term”), unless 

either the Company or Customer sends written notice of non-renewal at least 90 days prior to the 

end of the Minimum Service Term or any Renewal Term. Customer cancellation prior to the 

completion of the Minimum Service Term will be subject to Section 5, General Terms and Conditions, 

herein. 
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GENERAL REGULATIONS – CONDITIONS OF OFFERING 

 

2.3 UNDERTAKING OF THE COMPANY (Cont’d) 
 

2.3 1 The following limitation of liability provisions apply in addition to those set forth in Section 5 

of this Tariff. 

A. The Company shall not be liable for any claim, damage (of any type including but not 

limited to incidental, special, consequential, punitive), demand, lawsuit, or loss of any 

kind caused by an act, error, or omission in the design, development, installation, 

maintenance, operation or provision of the 911 service provided under this Tariff, unless 

the act, error or omission that proximately caused or gave rise to the claim, damage, 

demand, lawsuit, or loss was the direct result of intentional misconduct, wanton or willful 

misconduct, fraudulent conduct, or violations of law by the Company.  

B. In the event any claim, damage, demand, lawsuit or loss of any kind arising from an act, 

error or omission in the design, development, installation, maintenance, operation or 

provision of the 911 service provided under this Tariff is proximately caused by the gross 

negligence of the Company the liability of the Company shall be limited to and in no 

event exceed the sum of $10,000.  

C. The Company shall not be liable for any delay or failure of performance or equipment 

due to causes beyond its control, including but not limited to: acts of God, fire, flood, 

explosion or other catastrophes; any law, order, regulation, direction, action, or request 

of the United States Government or any state and local governments having or claiming 

jurisdiction over the Company, or of any department, agency, commission, bureau, 

corporation, or other instrumentality of any one or more of these federal, state, or local 

governments, or of any civil or military authority; national emergencies; insurrections; 

riots; wars; or strikes, lock-outs, work stoppages, or other labor difficulties when it does 

not involve the Company’s employees.  

D. The Company shall not be liable for errors or omissions in transmitting, receiving or 

delivering 911 calls or messages, through any form of technology, over the lines and/or 

facilities of the Company or connecting utilities.  
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RESERVED 
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.1 RESERVED 
 

4.2  SLA Reporting Requirements – Technical  
 

The following describes the definitions, measurement methods, objectives, and rights and remedies for 

each category.  These SLAs are not intended to supersede any regulatory or statutory requirements and/or 

penalties imposed by the FCC, PUC, or any other legislative oversight.  

 

4.2.1  System Monitoring  

Definition  Measurement Method  Objective  

The Company will provide data, 

reporting, recording, and logging 

on its monitoring for all LUMEN 

systems and services supporting 

the operation of the NG9-1-1 

system. 

Reporting shall be used to measure 

SLA adherence. This report will be 

reviewed with Customer on a monthly 

basis.  

Provide 12 monthly reports 

per year.  
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.2  SLA Reporting Requirements – Technical (Cont’d) 
 

4.2.2  System Outage Notification  

Definition  Measurement Method  Objective  

Contractor shall report all 

outages that potentially impact 

the delivery of 9-1-1 voice calls 

within thirty (30) minutes of the 

occurrence  

Any outage that potentially impacts 

the delivery of 9-1-1 voice calls.  

Customer Notification within 

thirty (30) minutes or less  
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.3 SLA NG9-1-1 ESInet Service – Availability 
 

4.3.1  Overall NG9-1-1 ESInet Service Availability 

Definition  Measurement Method  Objective  Rights and Remedies  

The overall NG9-1-1 

ESInet Service shall 

be available to each 

end point connection 

in order to deliver 9-

1-1 calls  

The monthly availability 
percentage equals the 
Scheduled Uptime per 
month less Unavailable 
Time divided by 
Scheduled Uptime per 
month multiplied by 100. 
Scheduled uptime is 
based on 24x number of 
days in the month.   

The NG9-1-1 ESInet 
Service availability 
requires two diverse 
NG91-1 ESInet 
Connections to each 
PSAP. For those PSAPs 
where diverse NG9-1-1 
ESInet are not available 
and when approved by 
the  
Customer, the Individual 

NG9-1-1 ESInet Service 

applies. The monthly 

Availability percentage 

shall be based on the 

cumulative total of all 

outage durations for 

each calendar month.  

99.999%  

Failure to meet the SLA 
objective for one month 
shall result in a 25% 
credit/or adjustment of 
the TMRC for the 
impacted individual 
ESInet Services   for 
that month.  

Failure to meet the SLA 
objective for the next 
consecutive month shall 
result in a 50% credit/or 
adjustment of the 
TMRC for the impacted 
individual ESInet 
Services.   for that 
month.  

Failure to meet the SLA 

objective for each 

additional consecutive 

month shall result in a 

100% credit/or 

adjustment of the 

TMRC for the impacted 

individual ESInet 

Services for that month  
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.3 SLA NG9-1-1 ESInet Service – Availability (Cont’d) 
 

4.3.2 Individual NG9-1-1 ESInet Service Availability  

Definition  Measurement Method  Objective  Rights and Remedies  

Individual NG9-1-1 
circuit ESInet Service 
shall be available to 
each end point 
connection in order to 
deliver 9-1-1 calls,   
and will only apply 
when diverse NG91-1 
ESInet connections 
are not available and 
when approved by 
the  
Customer, This 

excludes NG 9-1-1 

Backup Connectivity 

options as they are 

best effort 

technologies.  

The monthly 
availability percentage 
equals the Scheduled 
Uptime per month less 
Unavailable Time 
divided by Scheduled 
Uptime per month 
multiplied by 100. 
Scheduled up time is 
based on 24x number 
of days in the month.   

The monthly  

Availability percentage 

shall be based on the 

cumulative total of all 

outage durations for 

each calendar month.  

99.99%  

Failure to meet the SLA 
objective for one month 
shall result in a 25% 
credit/or adjustment of 
the TMRC for the   
impacted individual 
NG9-1-1 ESInet 
Services for that month.   

Next consecutive 
month fail to meet the 
SLA objective shall 
result in a 50% credit/or 
adjustment of the 
TMRC for the impacted 
individual ESInet 
Services for that month.   

Each additional 

consecutive month fail 

to meet the SLA 

objective shall result in 

a 100% credit/or 

adjustment of the 

impacted individual 

NG9-1-1 ESInet 

Services for that month.   
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.4 [Reserved for Numbering] 
 

 

 

 

Advice No. 2025-01 

Issued by CenturyLink Communications, LLC Effective: June 10, 2025 

OR2025-03 



 

 

CenturyLink Communications, LLC d/b/a Lumen Technologies Group 

 

Oregon P.U.C. Tariff No. 1 Section 4 

Competitive Local Exchange Carrier Page 6 

Next Generation 9-1-1 Services 

 

SERVICE LEVEL AGREEMENTS (SLAs) 

4.5 SLA NG Core Services Availability 
 

A Core Service Outage is defined as the failure to deliver a call properly presented (i.e. Address, or 

Latitude/Longitude or Cell Sector) to the Core Services to some PSAPs due to a failure in some part 

of the Contractors solution. The Core Services availability shall have an uptime of at least 99.999%.   

 

Delivering a call to an alternate or default PSAP due to an Emergency Services IP Network (ESInet) 

connectivity problem, an OR PSAP problem or other external circumstance not part of the Contractors 

solution, is not defined as a Core Service Outage.  

 

Definition  Measurement Method  Objective  Rights and Remedies  

The NG9-1-1 core  

service will deliver 
91-1 traffic including 
location information  
to the Public Safety 

ESInet.  

 

The monthly availability 
percentage equals the 
Scheduled Uptime per 
month less Unavailable 
Time divided by 
Scheduled Uptime per 
month multiplied by 100. 
Scheduled uptime is 
based on 24x number of 
days in the month.   

The monthly Availability 
percentage shall be 
based on the  
accumulative total of all 

outage durations for 

each calendar month.  

99.999%  

Failure to meet the SLA 
objective for one month 
shall result in a 25% 
credit/or adjustment of 
the TMRC of NG9-1-1 
Core Service.  

Next consecutive month 
to fail to meet the SLA 
objective shall result in a  
50% credit/or 
adjustment of the TMRC 
of NGCS.  

Each additional 
consecutive month to 
fail to meet the SLA 
objective shall result in a  
100% credit/or 

adjustment of the TMRC 

of NGCS.  
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.6 SLA NG Core Services – Routing Failure 
 

A Routing Failure is defined as the failure to select the correct preferred PSAPs for a call based on 

the routing policy, using the information accompanying the call, including any and all parts of the 

NG91-1 Core Services. Incorrect routing due to incorrect or missing data accompanying the call, or 

due to incorrect GIS database entries provided by the authoritative service, or alternate routing due 

to factors such as PSAP conditions, or network outages not under the Contract resulting control of 

the Contractor, are not considered Routing Failures.  The SLA requires that 99.999% of all calls be 

free of Routing Failures. 

 

Definition  Measurement Method  Objective  Rights and Remedies  

The failure to select 
the correct preferred 
PSAP for a call 
based on the routing 
policy and 
information 
accompanying the 
call and the contents 
of the GIS and Policy  
Databases within  

NGCS  

The monthly number of 

calls that are routed to 

a specific PSAP divided 

by the number of calls 

the information 

accompanying the call 

and the contents of the 

GIS and Policy 

Databases indicate 

should have been 

routed to that specific 

PSAP multiplied by 100  

99.999%  

Failure to meet the SLA 
objective for one month 
shall result in a 25% 
credit/or adjustment of 
the TMRC of NGCS.   

Next consecutive month 
to fail to meet the SLA 
objective shall result in a  
50% credit/or 
adjustment of the TMRC 
of NGCS.  

Each additional 
consecutive month to 
fail to meet the SLA 
objective shall result in a  
100% credit/or 

adjustment of the TMRC 

of NGCS.  
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4.7 SLA NG Core Network Service – Voice Quality Mean Opinion Score (MOS) 
 

NG Core Network Services will forward voice calls with little or no degradation of voice quality of the 

call from the ingress demarcation point to the egress demarcation point, as measured and monitored 

by an automated MOS measurement tool between various ingress and egress points at times when 

the ESInet is meeting its performance parameters.  MOS values shall be measured hourly unless a 

problem has been detected, in which case measurements shall be made at five (5) minute intervals 

as necessary, 99% of the MOS measurements shall exceed two-point-six (2.6), and 90% of the MOS 

measurements shall exceed three-point-eight (3.8).  If the ESInet is not meeting performance 

standards and while a Trouble Ticket is open on the ESInet performance problem, then substandard 

MOS measurements shall not be charged against the Contractors performance.. 

 

Definition  Measurement Method  Objective  Rights and Remedies  

NG Core Network 
Services must 
forward voice calls 
with little or no 
degradation of voice 
quality of the call 
from the ingress 
demarcation point to 
the egress 
demarcation point, as 
measured and 
monitored by an 
automated Mean 
Opinion Score (MOS) 
measurement tool 
between various 
ingress and egress 
points at times when 
the ESInet is meeting 
its performance 
parameters.  
 

MOS values shall be 

measured hourly unless 

a problem has been 

detected 

 

At five (5) minute 

intervals, 99% of 

the MOS 

measurements 

shall exceed 2.6 

and 90% shall 

exceed 3.8. 

 

25% credit/or adjustment 

of TMRC of NG9-1-1 

Core Services for single 

occurrence. 50% 

credit/or adjustment of 

TMRC of NG9-1-1 Core 

Services for second 

occurrence with a 60 

minute period.  100% 

credit/or adjustment of 

TMRC of NG9-1-1 Core 

Services for third 

occurrence with a 60 

minute period. 
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.8 SLA NG Core Service – Catastrophic Outage 
 

4.8.1  Catastrophic Outage 1 

 

Definition Measurement Method Objective Rights and 

Remedies 

The NG9-1-1 core  

service will deliver 91-

1 traffic including 

location information to 

the appropriate NG91-

1 Public Safety End 

Point demarcation.  

Single outage with a 

duration of six (6) 

minutes or more  

Preventing outages  

of six (6) minutes or  

more  

50% credit/or  

adjustment of the  

TMRC of NGCS  

 

 

 

4.8.2  Catastrophic Outage 2 

 

 
 

Definition  Measurement Method  Objective  Rights and 

Remedies  

The NG9-1-1 Core  

Service will deliver 9-

1-1 traffic including 

location information to 

the appropriate PSAP 

Single outages of 

greater than two (2) 

minutes and less than 

six (6) minutes  

Preventing outages 

greater than two (2) 

minutes, but less 

than six (6) minutes  

25% credit/or 
adjustment of the  
TMRC of NGCS  
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.9  NG9-1-1 Managed Emergency Call Handling service SLAs 
 

4.9.1  Service Availability SLA 

 

Definition Measurement 

Method 

Objective Rights and Remedies 

The MECH Service 

will be 99.999% 

available to present 9-

1-1 voice calls, or 

equivalent, to call 

answering devices  at 

all PSAPs, as 

measured by the 

cumulative number of 

minutes of downtime 

when the system is 

unable to deliver 9-1-1 

voice calls or 

equivalent to at least 

one endpoint. 

Down time starts 

when 9-1-1 voice 

calls cannot be 

delivered to any of 

Customer’s call 

answering 

devices. The 

duration of the 

MECH system 

downtime will be 

determined by 

data contained in 

the MECH log files 

and provided in 

outage reports to 

the customer. 

The MECH service is 

available 99.999%. 

This equates to a 

cumulative system 

downtime not to 

exceed 5.26 minutes 

per year 

20% of Billed Monthly 

Recurring Charges 

associated to systems or 

services adversely 

affected by the event.  An 

additional 3% of Billed 

Monthly Recurring 

Charges will be added for 

every Time to Restore 

interval that is not met 

after the initial Time to 

Restore has elapsed. 

 

4.9.2 Voice Quality SLA 

 

Definition Measurement 

Method 

Objective Rights and Remedies 

Call quality of the voice 

transmission to the 

Managed Emergency 

Call Handling Service 

will meet or exceed a 

Mean Opinion Score 

(MOS) of 4.0 or 

greater. 

The network 

operations center 

(NOC) will actively 

monitor the network’s 

quality using the 

industry standard 

MOS that 

automatically 

activates alarms on 

the router if the MOS 

score dips below a 

specific value.  

 

The Mean Opinion 

Score (MOS) for 

voice quality is 3.8 or 

greater.   

Jitter shall not 

exceed twenty (20) 

milliseconds. 

Monthly average 

packet loss between 

demarcation points 

not to exceed 0.5%.   

 

10% of Billed Monthly 

Recurring Charges 

associated to systems or 

services adversely 

affected by the event.  An 

additional 3% of Billed 

Monthly Recurring 

Charges will be added for 

every Time to Restore 

interval that is not met 

after the initial Time to 

Restore has elapsed. 
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.10 Technical SLA Compliance Report 
 

4.10.1 SLA Compliance Report 

 

Contractor shall submit a Monthly SLA Compliance Report for each NG service type in the 

format listed below.  Contractor shall submit the report to the Customer each month following 

the end of the reporting month that reflects the status of all SLA objectives that were not met 

during the previous month, including the rights and remedies.  The report shall list all Trouble 

Tickets that were open and/or acted upon during the reported month, including tickets not 

qualifying for SLA remedy.  This report shall show what SLA rights and remedies were applied 

to each ticket number, when applicable. If no Trouble Tickets were opened and/or acted upon 

during a month, the report shall state there were no issues or tickets for that month.  The 

Customer may review this with the Contractor every month, to determine if the monthly 

technical SLA compliance report needs to be adjusted to support the overall Customer fiscal 

oversight.  

The monthly SLA compliance report shall include all of the following detail:   

1) Report period;  

2) Contractor’s trouble ticket number;   

3) PSAP name;   

4) PSAP FCC ID;   

5) Service type;   

6) Brief trouble symptom;   

7) Brief restoration description;   

8) Ticket open date and time;   

9) Problem resolution date and time;  

10) Total stop clock duration, outage duration;  

11) Yes/no if qualified for SLA;   

12) The applicable SLA; and  

13) Rights and remedies applied to each ticket when applicable. 
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SERVICE LEVEL AGREEMENTS (SLAs) 

4.11  Unplanned Downtime Reporting 
 

Definition  Measurement 

Method  

Objective  Rights and Remedies  

Contractor shall 

provide an initial 

root cause 

analysis within 48 

hours.  

Business Days  

The Contractor 

shall deliver initial 

root cause 

analysis to the 

Customer and 

affected PSAPs 

within 48 hours of 

unplanned failure.  

Each occurrence of a 

failure to meet the 

objective shall result in 

a $5,000.00 credit/or 

adjustment for each 

business day that the 

report is not delivered 

after the objective.  

Disclosure for  

Unplanned  

Downtime and 

Root Cause 

Analysis shall be 

provided within 

15 business 

days.  

Business Days  

The Contractor 

shall deliver 

disclosure reports 

to the Customer 

and affected 

PSAPs within 15 

business days of 

unplanned failure.   

Each occurrence of a 

failure to meet the 

objective shall result in 

a $5,000.00 credit/or 

adjustment for each 

business day that the 

report is not delivered 

after the objective.  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions  
 

5.1.1  Public Safety Terms and Conditions (General) 

 

A. Order(s) and Service Term 

 

Customer may submit requests for Service in a form designated by Company (“Order”). 

The term for a Service is defined in the applicable Service Attachment or Order Form. 

(“Service Term”). Unless otherwise set forth in a Service Attachment, a Service Term will 

begin when Company notifies Customer that Service is provisioned (“Service 

Commencement Date”). Service will continue month-to-month at the expiration of the 

Service Term at the existing rates, subject to change by Company on 30 days’ written 

notice. Company will notify Customer of acceptance of requested Service in the Order 

by delivering (in writing or electronically) the date by which Company will install Service 

(the “Customer Commit Date”), by provisioning the Service, or by the manner 

described in a Service Attachment. Renewal Orders will be accepted by Company’s 

continuation of Service. For moves, adds or changes agreed to by Company, Customer 

will pay Company’s then current charges unless otherwise specifically stated in a 

Service Attachment. 

 

B. Cancellation and Termination Charges 

 

Unless otherwise set forth in a Service Attachment   

 

C. Customer may cancel an Order (or portion of an Order) prior to the Service 

Commencement Date upon written notice to Company identifying the affected Order 

and Service. If Customer does so, Customer will pay Company a cancellation charge 

equal to the sum of: (1) any applicable third party termination charges for the canceled 

Service; (2) one month’s monthly recurring charges (“MRC”) for the canceled Service; 

(3) the non-recurring charges (“NRC”) or waived NRC for the canceled Service; and 

(4) Company’s out-of-pocket costs (if any) incurred to provide the canceled Service. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 

 

D. Customer may terminate a specified Service after the Service Commencement Date 

upon 30 days’ written notice to Company. If Customer does so, or if Service is 

terminated by Company as the result of Customer’s default, Customer will pay 

Company a termination charge equal to the sum of: (1) all unpaid amounts for Service 

actually provided; (2) 100% of the remaining MRCs for months 1-12 of the Service 

Term; (3) 50% of the remaining MRCs for month 13 through the end of the Service 

Term; and (4) if not recovered by the foregoing, any applicable third party charges and 

Company’s out-of-pocket costs (if any) regarding the Service. The charges in this 

Section represent Company’s reasonable liquidated damages and are not a penalty. 

 

E. Scheduled Maintenance 

 

Scheduled maintenance will not normally result in Service interruption. Unless 

otherwise set forth in a Service Attachment, if scheduled maintenance requires Service 

interruption Company will: (1) provide Customer seven days’ prior written notice sent 

via electronic mail (if an e-mail address is provided) or sent by U.S. Postal Service or 

First-Class International Post,, (2) work with Customer to minimize interruptions and 

(3) use commercially reasonable efforts to perform such maintenance outside business 

hours. 

 

F. Local Access.  

 

Company may re-provision any local access circuits from one Off-Net provider to 

another, to Company On-Net service, or from Company On-Net service to an Off-Net 

provider, and such changes will be treated as scheduled maintenance. Also, Customer 

will cooperate with Company, including changing demarcation points and/or equipment 

and providing necessary Letter(s) of Agency regarding circuit grooming or re-

provisioning. If Customer provides the local access services used in connection with 

Company provided Services, Customer will: (1) provide Company with circuit facility 

and firm order commitment information and design layout records to enable cross-

connects to Company Service(s) (provided by Company subject to applicable 

charges), and (2) where a related Service is disconnected, provide Company a written 

disconnection firm order commitment from the relevant third-party provider. “Off-Net” 

is defined as Company procured Service not originated and terminated entirely on the 

network owned and operated by Company and its affiliates. “On-Net” is defined as 

Service originated and terminated entirely on the network owned and operated by 

Company and its affiliates.   
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

G. Service Levels 
 

(1) Any “Service Level” commitments applicable to Services are contained in the 
Service Attachments applicable to each Service. If Company does not meet a 
Service Level, Company will issue to Customer a credit as stated in the 
applicable Service Attachment on Customer’s request. Company’s maintenance 
log and trouble ticketing systems are used to calculate Service Level events. 
”Excused Outages” means scheduled maintenance under Section 5 and force 
majeure events, unless otherwise defined in a Service Attachment. 

 
(2) Unless otherwise set forth in a Service Attachment, to request a credit, Customer 

must contact Customer Service (contact information is located at 
https://www.lumen.com/en-us/contact-us.html) or deliver a written request with 
sufficient detail to identify the affected Service. The request for credit must be 
made within 60 days after the end of the month in which the event occurred. 
Total monthly credits will not exceed the charges for the affected Service for that 
month. Customer's sole remedies for any nonperformance, outages, failures to 
deliver or defects in Service are contained in the Service Levels applicable to 
the affected Service. 

 
H. Right of Termination for Installation Delay 

 
Unless otherwise set forth in a Service Attachment, in lieu of installation Service Level 
credits, if Company’s installation of Service is delayed by more than 30 business days 
beyond the Customer Commit Date, Customer may terminate the affected Service 
without liability upon written notice to Company, provided such written notice is 
delivered prior to the Service Commencement Date for the affected Service. This 
Section will not apply where Company is constructing facilities to a new location not 
previously served by Company. 

 
I. Default 

 
If (a) Customer fails to make any payment when due and such failure continues for five 
business days after Company’s written notice, or (b) either party fails to observe or 
perform any other material term of this Agreement and such failure continues for 30 
days after the other party’s written notice, then the non-defaulting party may: (i) 
terminate this Agreement and/or any Order, in whole or in part, and/or (ii) subject to 
Sections 10.1 (Damages Limitations) and 7 (Service Levels), pursue any remedies it 
may have at law or in equity. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

J. Liabilies and Disclaimers 
 

The remedies and limitations of liability for any claims arising between the parties are 
set forth below and, as may be applicable, regulation, or statute. 

 
K. Damages Limitations 

 
Neither party will be liable for any damages for lost profits, lost revenues, loss of 
goodwill, loss of anticipated savings, loss of data or cost of purchasing replacement 
services, or any indirect, incidental, special, consequential, exemplary or punitive 
damages arising out of the performance or failure to perform under this Agreement or 
Service Attachment. UNLESS OTHERWISE SET FORTH IN A SERVICE 
ATTACHMENT. CUSTOMER’S EXCLUSIVE REMEDIES FOR CLAIMS WILL BE 
LIMITED TO THE TOTAL MRCS OR USAGE CHARGES PAID BY CUSTOMER TO 
COMPANY FOR THE AFFECTED SERVICE IN THE ONE MONTH IMMEDIATELY 
PRECEDING THE OCCURRENCE OF THE EVENT GIVING RISE TO THE CLAIM. 
COMPANY'S LIABILITY FOR ANY LOSS OR DAMAGE ARISING FROM ERRORS, 
INTERRUPTIONS, DEFECTS, FAILURES, OR MALFUNCTIONS OF ANY SERVICE 
OR ANY PART OF A SERVICE CAUSED BY THE NEGLIGENCE OF COMPANY WILL 
NOT EXCEED THE GREATER OF $50.00 OR AN AMOUNT EQUIVALENT TO THE 
PRO RATA CHARGES FOR THE SERVICE AFFECTED DURING THE TIME THE 
SERVICE WAS FULLY OR PARTIALLY INOPERATIVE. FURTHER COMPANY, ITS 
AFFILIATES, AGENTS AND CONTRACTORS PROVIDING SERVICES 
ASSOCIATED WITH ACCESS TO 911 EMERGENCY SERVICE WILL NOT HAVE 
ANY LIABILITY WHATSOEVER FOR ANY PERSONAL INJURY TO OR DEATH OF 
ANY PERSON, FOR ANY LOSS, DAMAGE OR DESTRUCTION OF ANY PROPERTY 
RELATING TO THE USE, LACK OF ACCESS TO OR PROVISION OF, 911 
EMERGENCY SERVICE. IN ADDITION, COMPANY WILL NOT BE LIABLE FOR ANY 
DAMAGE THAT RESULTS FROM INFORMATION PROVIDED TO CUSTOMER BY 
ANY OTHER DATA PROVIDER(S). 
 

 

 

Advice No. 2025-01 

Issued by CenturyLink Communications, LLC Effective: June 10, 2025 

OR2025-03 



 

 

CenturyLink Communications, LLC d/b/a Lumen Technologies Group 

 

Oregon P.U.C. Tariff No. 1 Section 5 

Competitive Local Exchange Carrier Page 5 

Next Generation 9-1-1 Services 

 

NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

L. Disclaimer of Warranties 
 

COMPANY MAKES NO WARRANTIES OR REPRESENTATIONS, EXPRESS OR 
IMPLIED, EITHER IN FACT OR BY OPERATION OF LAW, STATUTORY OR 
OTHERWISE, INCLUDING BUT NOT LIMITED TO WARRANTIES OF 
MERCHANTABILITY, FITNESS FOR A PARTICULAR USE OR NON-
INFRINGEMENT, EXCEPT THOSE EXPRESSLY SET FORTH IN THIS AGREEMENT 
OR ANY APPLICABLE SERVICE ATTACHMENT, CUSTOMER ASSUMES TOTAL 
RESPONSIBILITY FOR USE OF THE SERVICE. IF COMPANY INTEGRATES ANY 
RECORDS PROVIDED TO COMPANY BY ANY OTHER DATA PROVIDER, FOR 
INCLUSION IN THE CUSTOMER’S 9-1-1 DATA, COMPANY MAKES NO 
REPRESENTATION OR WARRANTY AND ASSUMES NO LIABILITY REGARDING 
THE ACCURACY OF THE DATA PROVIDED BY ANY OTHER DATA PROVIDER. IN 
ADDITION TO ANY OTHER DISCLAIMERS OF WARRANTY STATED IN THE 
AGREEMENT, COMPANY MAKES NO WARRANTY, GUARANTEE, OR 
REPRESENTATION, EXPRESS OR IMPLIED, THAT ALL SECURITY THREATS AND 
VULNERABILITIES WILL BE DETECTED OR THAT THE PERFORMANCE OF THE 
SERVICES WILL RENDER CUSTOMER’S SYSTEMS INVULNERABLE TO 
SECURITY BREACHES, OR THAT THE SERVICES WILL BE PROVIDED ERROR-
FREE. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

M. Billing and Payment 
 

(1) Commencement of Billing. Unless otherwise set forth in a Service Attachment, 
billing will commence on the Service Commencement Date. If Customer notifies 
Company within three days after the Service Commencement Date that Service 
is not functioning properly, Company will correct any deficiencies and, upon 
Customer’s request, credit Customer’s account in the amount of 1/30 of the 
applicable MRC for each day the Service did not function properly. If Company 
cannot provision Service due to Customer delay or inaction, Company may 
begin charging Customer for the Service, and Customer will pay such charges. 

 
(2) Payment of Invoices and Disputes. Unless otherwise set forth in a Service 

Attachment, invoices are delivered or made available monthly and due 30 days 
after the invoice date. Fixed charges are billed in advance and usage-based 
charges are billed in arrears. Customer’s payments to Company must be made 
via an ACH transfer or any Company approved payment portal (e.g., Control 
Center) in the currency stated on the invoice. Past due amounts bear interest at 
1.5% per month or the highest rate allowed by law (whichever is less). Company 
may charge Customer reasonable attorneys' fees and any third-party collection 
costs Company incurs in collecting such amounts. Customer is responsible for 
all charges regarding the Service, even if incurred as the result of unauthorized 
use. If Customer reasonably disputes an invoice, Customer must pay the 
undisputed amount and submit written notice of the disputed amount (with 
details of the nature of the dispute and the Services and invoice(s) disputed). 
Disputes must be submitted in writing within 90 days from the date of the invoice. 
If Company determines in good faith that a disputed charge was billed correctly, 
Customer must pay such amounts within 10 days after Company provides notice 
of such determination. Customer may not offset disputed amounts from one 
invoice against payments due on the same or another account. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

N. Taxes and Fees 
 

Customer is responsible for all taxes and fees arising in any jurisdiction imposed on 
Customer, Company, or a Company affiliate incident to the provision, sale or use of 
Service. This includes value added, consumption, sales, use, gross receipts, 
withholding, excise, ad valorem, franchise or other taxes, fees, duties or surcharges 
(e.g., regulatory and 911 surcharges), along with similar charges stated in a Service 
Attachment (collectively “Taxes and Fees”). This does not include taxes based on 
Company’s net income. Some Taxes and Fees, and costs of administering them, are 
recovered through a percentage surcharge(s) on the charges for Service. If Customer 
is required by law to make any deduction or withholding of withholding Taxes from any 
payment due under this Agreement to Company, then, Customer must increase the 
gross amount payable so that, after any deduction or withholding for such withholding 
Taxes, the net amount paid to Company will not be less than Company would have 
received had no such deduction or withholding been required. Charges for Service are 
exclusive of Taxes and Fees. Customer may present Company with an exemption 
certificate that eliminates Company’s obligation to pay certain Taxes and Fees. The 
exemption will apply prospectively.  

 
O. Non-Appropriations  

 
Customer intends to satisfy its obligations under this Agreement for its entire Term. For 
each fiscal period for Customer: (a) Customer agrees to include in its budget request 
appropriations sufficient to cover Customer's obligations under this Agreement; (b) 
Customer agrees to use all reasonable and lawful means to secure these 
appropriations; (c) Customer agrees it will not use non-appropriations as a means of 
terminating this Agreement in order to acquire functionally equivalent products or 
services from a third party. Customer reasonably believes that sufficient funds to 
discharge its obligations can and will lawfully be appropriated and made available for 
this purpose. In the event that Customer is appropriated insufficient funds, by 
appropriation, appropriation limitation or grant, to continue payments under this 
Agreement and has no other funding source lawfully available to it for such purpose 
(as evidenced by notarized documents provided by Customer and agreed to by 
Company), Customer may terminate this Agreement without incurring any termination 
charges by giving Company not less than 30 days’ prior written notice. Upon 
termination and to the extent of lawfully available funds, Customer will remit all 
amounts due and all costs reasonably incurred by Company through the date of 
termination. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

P. Regulatory and Legal Changes 
 

If changes in applicable law, regulation, rule or order materially affect provisioning of 
Service, the parties will negotiate appropriate changes to this Agreement. If the parties 
cannot reach agreement within 30 days after Company’s notice requesting 
renegotiation, Company may, on a prospective basis after such 30-day period, pass 
any increased provisioning costs on to Customer. If Company does so, Customer may 
terminate the affected Service without termination liability upon notice to Company 
delivered within 30 days of the cost increase taking effect. 

 
Q. Customer Premises; Title to Equipment 

 
If access to non-Company facilities is required for the installation, maintenance, 
grooming, movement, upgrade and/or removal of Company network or equipment, 
Customer will, at its expense: (a) secure such right of access and (b) arrange for the 
provision and maintenance of power and HVAC as needed for the proper operation of 
such equipment and network. Title to Company-provided equipment (including 
software) remains with Company. Customer will not create or permit to be created any 
encumbrances on Company-provided equipment. 

 
R. Acceptable Use Policy and Data Protection 

 
Customer must comply with the Acceptable Use Policy (“AUP”) a current copy of which 
is included for illustrative purposes in Section 6, and which is available at 
https://www.lumen.com/en-us/about/legal/acceptable-use-policy.html, for Services 
purchased under this Agreement. Company may reasonably change this policy to 
ensure compliance with applicable laws and regulations and to protect Company's 
network and customers. If Customer will use the Services to process personal data 
subject to privacy or data protection law that requires specific terms in place with 
service providers, Customer is responsible for requesting such terms from Company.    
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

S. Critical 9-1-1 Circuits 
 

The Federal Communications Commission’s 9-1-1 reliability rules mandate the 
identification and tagging of certain circuits or equivalent data paths that transport 9-1-
1 calls and information (“9-1-1 Data”) to public safety answering points. These circuits 
or equivalent data paths are defined as Critical 911 Circuits in 47 C.F.R. Section 
9.19(a)(5). Company policies require tagging of any circuits or equivalent data paths 
used to transport 9-1-1 Data. Customer will cooperate with Company regarding 
compliance with these rules and policies and will notify Company of all Services 
Customer purchases under this Agreement utilized as Critical 911 Circuits or for 9-1-1 
Data.  

 
T. International Services 

 
For Services provided outside the United States, Customer or its local affiliate may be 
required to enter into a separate local country addendum/agreement (as approved by 
local authorities) (“LCA”) with the respective Company affiliate that provides the local 
Service(s). Such Company affiliate will invoice Customer or its local affiliate for the 
respective local Service(s).  

 
U. Force Majeure 

 
Neither party will be liable, nor will any credit allowance or other remedy be extended, 
for any failure of performance or equipment due to causes beyond such party’s 
reasonable control (“force majeure event”).  
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5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

V. Assignment and Use of Service 
 

Neither party may assign its rights or obligations under this Agreement or any Service 
Attachment without the prior written consent of the other party, which will not be 
unreasonably withheld. However, either party may assign its rights and obligations 
under this Agreement or any Order without the consent of the other party: (1) to any 
subsidiary, parent, or affiliate that controls, is controlled by, or is under common control 
with that party; (2) pursuant to the sale or transfer of substantially all of the business 
or relevant assets of that party; or (3) pursuant to any financing, merger, or 
reorganization of that party. This Agreement and all Service Attachments will apply to 
any permitted transferees or assignees. Any assignee of Customer must have a 
financial standing and creditworthiness equal to or better than Customer's. Unless 
otherwise set forth in a Service Attachment, Customer may provide Service to third 
parties or use the Services in connection with goods or services provided by Customer 
to third parties (“Customer Provided Services”). To the extent permitted under law, 
Customer will be responsible for any claims arising from or related to any Customer 
Provided Services. If Customer sells telecommunications services, Customer certifies 
that it has filed all required documentation and will at all times have the requisite 
authority with appropriate regulatory agencies respecting the same. Nothing in this 
Agreement confers upon any third party any right, benefit or remedy. 

 
W. Affiliates 

 
Company may use a Company affiliate or a third party to provide Service to Customer, 
but Company will remain responsible to Customer for Service provisioning and 
performance. Customer’s affiliates may purchase Service under this Agreement, and 
Customer will be jointly and severally liable for all claims and liabilities related to 
Service ordered by any Customer affiliate. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

X. Notices 
 

Notices will be in writing and deemed received if delivered personally, sent via 
facsimile, pre-paid overnight courier, electronic mail (if an e-mail address is provided 
below) or sent by U.S. Postal Service or First-Class International Post. Requests for 
disconnection of Service (other than for default) must be submitted to Company 
according to Company’s Disconnect Policy at https://www.lumen.com/help/en-
us/disconnects.html and will be effective 30 days after receipt (or such longer period 
set forth in a Service Attachment). Notices for billing inquiries/disputes or requests for 
Service Level credits must be submitted to Company via Customer’s portal at 
https://www.lumen.com/login/ or via Email at: billing@lumen.com. Customer’s failure 
to follow this process and/or provide complete information may result in continued 
charges that will not be credited. All legal notices will be addressed to Company at: 
931 14th Str., #900, Denver, CO 80202; and to any electronic or physical address of 
Customer as provided in the Agreement or in its absence, to Customer’s address 
identified on the Order or as reflected in Company's records, Attn. General Counsel.  

 
Y. Confidentiality 

 
Except to the extent required by an open records act or similar law, neither party will: 
(a) disclose any of the terms of the Agreement; or (b) disclose or use (except as 
expressly permitted by, or required to achieve the purposes of, the Agreement) the 
Confidential Information received from the other party. A party may disclose 
Confidential Information if required to do so by a governmental agency, by operation 
of law, or if necessary, in any proceeding to establish rights or obligations under the 
Agreement. Each party will limit disclosure and access to confidential information to 
those of its employees, contractors, attorneys or other representatives who reasonably 
require such access to accomplish the Agreement’s purposes and who are subject to 
confidentiality obligations at least as restrictive as those contained in this Agreement. 
“Confidential Information” means any commercial or operational information disclosed 
by one party to the other in connection with the Agreement and does not include any 
information that: (a) is in the public domain without a breach of confidentiality; (b) is 
obtained from a third party without violation of any obligation of confidentiality; or (c) is 
independently developed by a party without reference to the Confidential Information 
of the other party.  
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5.1  General Terms and Conditions 
 

5.1.1  Public Safety Terms and Conditions (General) (Cont’d) 
 

Z. Intellectual Property Ownership; Use of Name and Marks.  
 

Nothing in the Agreement or the performance of it will convey, license, or otherwise 
transfer any right, title, or interest in any intellectual property or other proprietary rights 
held by either party or its licensors. Neither party will use the name or marks of the 
other party or any of its affiliates for any purpose or issue any press release or public 
statement relating to this Agreement without the other party’s prior written consent, 
except a party may use the other party’s company name and logo to identify the other 
party as a customer or service provider of a Service, as applicable. 

 
AA. Governing Law; Amendment.  

 
This Agreement will be governed and construed in accordance with the laws of the 
State in which Customer’s principal office is located, without regard to its choice of law 
rules. Each party will comply with all applicable laws, rules and regulations associated 
respectively with Company’s provisioning or Customer’s use of the Service under the 
Agreement. This Agreement, including any Service Attachments, constitutes the entire 
and final agreement and understanding between the parties with respect to the Service 
and supersedes all prior agreements relating to the Service. This Agreement may only 
be modified or supplemented by an instrument executed by an authorized 
representative of each party. No failure by either party to enforce any right(s) under 
this Agreement will constitute a waiver of such right(s). 

 
BB. Relationship and Counterparts.  

 
The relationship between the parties is not that of partners, agents, or joint venturers. 
This Agreement may be executed in one or more counterparts, all of which taken 
together will constitute one instrument. Digital signatures and electronically exchanged 
copies of signed documents will be sufficient to bind the parties to this Agreement. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions (Cont’d) 
 

5.1.2  Regulations  
 

A. CenturyLink will implement NENA i3 standards and CPE delivery standards, as 
directed by the Customer, for each of the defined Public Safety endpoints to support 
statewide interoperability.    

 
B. CenturyLink will utilize a minimum of two (2) geographically diverse cores, or the cloud-

based equivalent, within CONUS, with demonstrated capability that provides 99.999% 
availability.  

 
C. CenturyLink provides overall management and direction of standards and best 

practices for consistency of 9-1-1 traffic between the NGCS and the PSAP based on 
directions from the Customer.  

 
D. CenturyLink will process and route all OSP traffic types in the State of Oregon in 

accordance with regulations and statues applicable to emergency call routing.  
 

E. CenturyLink is responsible for maintaining the policy routing instructions used in the 
NGCS provision at the discretion of each of the State of Oregon defined 9-1-1 
authorities.  

 
F. CenturyLink will provide the border control functions needed to protect NG9-1-1 Core 

Services in accordance with applicable NENA standards.  These services shall detect, 
mitigate and report TDOS, DDOS and any other Cyber-attacks. Additional BF 
hardware SHOULD be maintained by the PSAP CHE vendor to remain in line with 
NENA documentation. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions (Cont’d) 
 

5.1.2  Regulations  
 

G. The current NENA approved security standard (NENA-INF-015.1-2016, NENA 75-001, 
NENA 75-502) Security for Next-Generation 9-1-1 Standard (NG-SEC) Standard and 
the associated NENA Next Generation 9-1-1 Security (NENA-INF023.1-2017, NENA 
75-002 - NG-SEC Audit Checklist) will be implemented.  As the NENA security 
requirements evolve and mature and at the request of State of Oregon, CenturyLink 
shall provide a plan to implement updates, adjustments, or modifications to maintain 
compliance with the current NENA security standard.  CenturyLink shall monitor 
additional security repositories to identify threats and vulnerabilities to the system in 
the context of avoiding cybersecurity issues.  Sites that are often utilized such as 
https://cve.mitre.org/, https://nvd.nist.gov/, and https://www.us-cert.gov/ can assist in 
the identification and analysis of potential vulnerabilities within the NGCS.  Once a 
vulnerability or a threat has been identified, the Network Service Provider shall perform 
the initial and emergency response to the security event and will have no more than 
24 hours to provide the State of Oregon a document describing the measures taken, 
and any additional implementation plans to fully avoid a breach. 

 

 

 

Advice No. 2025-01 

Issued by CenturyLink Communications, LLC Effective: June 10, 2025 

OR2025-03 



 

 

CenturyLink Communications, LLC d/b/a Lumen Technologies Group 

 

Oregon P.U.C. Tariff No. 1 Section 5 

Competitive Local Exchange Carrier Page 15 

Next Generation 9-1-1 Services 

 

NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions (Cont’d) 
 

5.1.2  Regulations  
 

H. CenturyLink will maintain a configuration management database that documents all 
the software, systems, network protocols, port usage and relevant system-related 
information.  This configuration database shall include a linkage to their change 
management process to ensure that any change request that is implemented will result 
in an update to the configuration management database.  CenturyLink will follow 
industry standards and best practices such as ITIL or the equivalent and shall maintain 
a configuration management database that can be accessed by appropriately 
credentialled entities.  Items that need to be included in the configuration management 
database include:  

 
• Bandwidth at each interface  

• Capacity and demand management as adjustments to the interfaces  

• Access management and any adjustments to the identification and access 

management to the NGCS  

• Service Level and Performance adjustments to adhere to the SLA  

• Security changes and adjustments – Physical and Operational  

• Configuration database dashboard or other method to allow real time access  

• As-built information contained in the system as the baseline configuration to 

provide a historical reference to the system "as delivered"  

I. CenturyLink will provide 9-1-1 traffic flow architecture from ingress SBC\BCF to egress.  
 

J. The LVF is available to Originating Service Providers (OSPs) or other authorized users 
so they can verify that civic addresses will return PSAP or emergency responder URIs.  
The LVF shall be made available via an LVF proxy in the public internet in a secure 
controlled manner.  

 
K. CenturyLink will connect to include all primary PSAPs but not limited to, define 

interfaces based on input and direction from the State of Oregon in which MUST be 
based on NENA i3 standards and shall maintain interoperability.  

 
L. CenturyLink defines the interface at designated IP POI locations, between OSP and 

NGCS, and at PSAP and any 3rd party approved vendors. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.1  General Terms and Conditions (Cont’d) 
 

5.1.2  Regulations  
 

M. CenturyLink defines the interface to the POI that supports all OSP types based on 
direction from State of Oregon in compliance with applicable published standards or 
regulations.  

 
N. CenturyLink supports Location Based Routing using location data provided by either 

an Originating Service Provider, a device operating system, or a location database as 
part of our solution offering with customer provided 911 authoritative GIS.  

 
O. CenturyLink will define and maintain interface to PSAPs based on the Customer’s 

direction.  Interface shall be capable of interfacing with Lumen Next Generation Core 
Services and shall support integration with all existing and future NENA i3 compliant 
CPE or call handling equipment regardless of model/manufacturer and software / 
firmware version. Non-compliant i3 Legacy PSAPs will be delivered i3 traffic using an 
LPG where required. 

 
P. CenturyLink will develop and maintain trouble ticket e-bonding for all of its vendors 

provided with this solution. 
 

Q. CenturyLink will provide software, equipment and/or services that meet National 
Emergency Number Association (NENA) Next Generation 9-1-1 (NG9-1-1) 
requirements and standards now available and will review and the process to 
implement as they become available in the future with full reversion testing and 
development timelines as determined by changes. Contractors shall provide an annual 
compliance report stating how they meet all applicable standards.  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.1 NG9-1-1 ESInet Services 
 

All terms and conditions specified in Section 5.1 apply in addition to the following provisions:   
 

A. CenturyLink complies with NENA i3 standards for 9-1-1 traffic delivery. NENA-
STA010.2-2016 and later versions.  

 
B. CenturyLink’s NG9-1-1 ESInet service is designed with logical and physical diversity 

where available and must comply with NENA 75-001 Standard for Next Generation 9-
1-1 Security.  CenturyLink will notify the Customer of any location without logical and 
physical diversity and obtain customers approval of any NG9-1-1 ESInet Service 
without diversity. 

 
C. CenturyLink’s NG9-1-1 ESInet service allows for 9-1-1 call isolation by SIP session or 

via other means to enable the tracking of 9-1-1 traffic from ingress at the OSP to egress 
at the PSAP or to an external ESInet providers BCF.  

 
D. CenturyLink’s NG9-1-1 ESInet service supports a minimum of one NG 9-1-1 ESInet 

connection with 10Mbps throughput to each PSAP. In the event a 10 Mbps connection 
is not available, the state will work with CenturyLink to determine the connection to 
PSAP endpoint.  

 
E. CenturyLink will utilize NG9-1-1 ESInet service to connect to all PSAPs, to the NG 9-

1-1 Core Service locations, and other external connections where appropriately 
defined by scope of customer contract.    

 
F. CenturyLink will transport NG9-1-1 traffic and other 9-1-1 related traffic as directed by 

the Customer.  
 

G. CenturyLink will provide the ability to monitor throughput statistics in real time.  
 

H. CenturyLink will provide outage notifications to the Customer.  
 

I. CenturyLink will provide outage notifications with duration to system monitoring 
dashboard.  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.1 NG9-1-1 ESInet Services (Cont’d) 
 

J. CenturyLink provides path diversity with both physical and carrier diversity.  All 
bandwidths for NG 9-1-1 ESInet may not be supported at all PSAPs and the Customer 
must work with CenturyLink to determine path diversity. For each of the PSAP locations 
the individual circuits being provisioned to the site by CenturyLink will meet the 
Customer’s carrier diversity/redundancy standards.  The Customer will be the sole 
arbitrator in determining their approval of the proposed circuit provider, the route and 
PSAP point of entry or other guidelines they deem essential to deliver redundancy.  

 
K. CenturyLink will provide a hosted SD WAN Controller accessible via the logical 

networks for the State of Oregon, this includes secure connectivity options, and 
advanced security licenses that provides threat defense throughout the ESInet.  

 
L. CenturyLink’s SD WAN includes transport independence.  Centrally managed and 

shared VPN schema across any WAN circuit (i.e. Microwave, LTE, MPLS, broadband, 
etc.) and shall support flexible VPN extension to all end points (IaaS, PSAP endpoint, 
PSAP DC)  

 
M. CenturyLink provides a secure SD WAN architecture that supports open security 

standards such as IPsec BGP VxLAN etc.  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.1 NG9-1-1 ESInet Services (Cont’d) 
 

5.2.1.1   General NG9-1-1 ESInet Feature Service Descriptions 
 

a. NG 9-1-1 Circuit Installation Turnup and Test – One-time fee associated with turnup of 
individual circuits at any state directed Public Safety endpoint. 

 

b. NG 9-1-1 Alternate Technology to Support Diverse Path – Associated fee with backhaul 
diversity for transporting to national core or provider edge. 

 

c. Cross Connect – Connection between networking assets generally in meet points or 
datacenters but can be used in other applications to connect disparity providers.  

 

d. NG 9-1-1 Monthly Circuit Port Cost (10 Mbps) VPN – Logical connection for private 
MPLS up to 10Mbps. This feature does not include charges for access or loop but are 
generally associated with these services. 

 

e. NG 9-1-1 Monthly Circuit Port Cost (20 Mbps) VPN – Logical connection for private 
MPLS up to 20Mbps. This feature does not include charges for access or loop but are 
generally associated with these services. 

 

f. NG 9-1-1 Monthly Circuit Port Cost (100 Mbps) VPN – Logical connection for private 
MPLS up to 100Mbps. This feature does not include charges for access or loop but are 
generally associated with these services. 

 

g. NG 9-1-1 Monthly Circuit Port Cost (1 Gbps) VPN – Logical connection for private MPLS 
up to 1Gbps. This feature does not include charges for access or loop but are generally 
associated with these services. 

 

h. NG 9-1-1 Monthly Circuit Port Cost (10 Gbps) VPN – Logical connection for private 
MPLS up to 10Gbps. This feature does not include charges for access or loop but are 
generally associated with these services. 

 

i. NG 9-1-1 Monthly Circuit Port Cost (10 Mbps) DIA – Logical connection for internet up 
to 10Mbps. This feature does not include charges for access or loop but are generally 
associated with these services. 

 

j. NG 9-1-1 Monthly Circuit Port Cost (20 Mbps) DIA – Logical connection for internet up 
to 20Mbps. This feature does not include charges for access or loop but are generally 
associated with these services. 

 

k. NG 9-1-1 Monthly Circuit Port Cost (100 Mbps) DIA – Logical connection for internet up 
to 100Mbps. This feature does not include charges for access or loop but are generally 
associated with these services. 

 

l. NG 9-1-1 Monthly Circuit Port Cost (1 Gbps) DIA – Logical connection for internet up to 
1Gbps. This feature does not include charges for access or loop but are generally 
associated with these services. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.1 NG9-1-1 ESInet Services (Cont’d) 
 

5.2.1.1   General NG9-1-1 ESInet Feature Service Descriptions 
 

m. NG 9-1-1 Monthly Circuit Port Cost (10 Gbps) DIA – Logical connection for 
internet up to 10Gbps. This feature does not include charges for access or loop 
but are generally associated with these services. 

 
n. NG 9-1-1 Monthly Circuit Access Cost (10 Mbps) – Physical Ethernet connection, 

based on service address and availability, special construction charges may be 
applicable. All access will be quoted on an individual case basis. 

 
o. NG 9-1-1 Monthly Circuit Access Cost (100 Mbps) – Physical Ethernet 

connection, based on service address and availability, special construction 
charges may be applicable. All access will be quoted on an individual case basis. 

 
p. NG 9-1-1 Monthly Circuit Access Cost (1 Gbps) – Physical Ethernet connection, 

based on service address and availability, special construction charges may be 
applicable. All access will be quoted on and individual case basis. 

 
q. NG 9-1-1 Monthly Circuit Access Cost (10 Gbps) – Physical Ethernet connection, 

based on service address and availability, special construction charges may be 
applicable. All access will be quoted on an individual case basis. 

 
r. NG9-1-1 Managed SD-WAN Medium – Managed service to provide medium SD-

WAN appliance to support Public Safety endpoints, associated with sites 10Mbps-
1Gbps access and ports. These will require 2 appliances at each endpoint based 
on the desired bandwidth and supported in a HA fashion. Includes monitoring and 
installation and maintenance as well as security license will be included per 
appliance. 

 
s. NG9-1-1 Managed SD-WAN Large – Managed service to provide medium SD-

WAN appliance to support Public Safety endpoints, associated with sites 1Gbps-
10Gbps access and ports. These will require 2 appliances at each endpoint based 
on the desired bandwidth and supported in a HA fashion. Includes monitoring and 
installation and maintenance as well as security license will be included per 
appliance. 

 
t. NG9-1-1 Managed Endpoint Appliance – Managed Router and appliances 

associated with current network, includes monitoring and maintenance. 
 

u. NG9-1-1 Backup Wireless Connectivity Option – Option for 5G\LTE 
Smartblending appliance to support over the air transport to the Public Safety 
endpoints. SLA Services require to be included with this option such as Managed 
Router and or SD- WAN with applicable NG 9-1-1 Circuits. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.1 NG9-1-1 ESInet Services (Cont’d) 
 

5.2.1.1 General NG9-1-1 ESInet Feature Service Descriptions (Cont’d) 
 

v. NG9-1-1 Backup Low Earth Orbit Connectivity Option – Option for LEO Satellite 
service providing package for public safety endpoint and monthly service. This 
option has a install component that is based on a site survey per Public Safety 
endpoint.1TB per site data capacity, installation fee will be an individual case 
basis one-time fee based on details from site survey. SLA Services require to be 
included with this option such as Managed Router and or SD- WAN with 
applicable NG 9-1-1 Circuits. 

 
w. SASE – Secure Access Service Edge, Managed solution for a comprehensive 

network and security solution centered around zero trust security principles. 
Incorporates security solutions for remote access, and third-party whitelisting with 
Next Generation Firewall features. This line item will be required to have 
additional services such as DIA and VPN transport solutions as addition tariffed 
services.    
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.2 NG9-1-1Ingress 
 

A. Terms and Conditions  
 

All terms and conditions specified in Section 5.1 apply in addition to the following 
provisions: 

 
(1) CenturyLink will provide statewide NG9-1-1 delivery at designated IP POI locations 

using Network-to-Network Interface (NNI) between OSPs and the Lumen NG 9-1-1 
ESInet that aligns with federal implementation guidelines and mutual agreed timeline 
with the end customer. 

 
(2) CenturyLink may provide statewide Real Time Text (RTT) for Network-to-Network 

Interface (NNI) capable wireless OSPs via a POI and NG 9-1-1 ESInet that aligns 
with federal implementation guidelines and mutual agreed timeline with the end 
customer. 

 
5.2.2.1 General NG9-1-1 Ingress Feature Service Descriptions 

 
a. Project Initiation and Design - Program Management and OSP Coordination for 

Ingress Configuration and implementation 
 

b. OSP Integration - Upon successful OSP integration into Ingress\Aggregation 
 

c. TDM Ingress - 9-1-1 based TDM Ingress per port conversion to IP from 
Originating Service Providers 
 

d. SIP Ingress Basic SIP - 9-1-1 based SIP Ingress per concurrent call session for 
Basic SIP from Originating Service Providers 
 

e. SIP Ingress i3 SIP - 9-1-1 based SIP Ingress per concurrent call session for i3 
SIP from Originating Service Providers 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.3 NG9-1-1 Core Services 
 

A. Terms and Conditions  
 

All terms and conditions specified in Section 5.1 apply in addition to the following 

provisions:   

(1) CenturyLink will provide statewide NG9-1-1 delivery at designated IP POI locations 
using Network-to-Network Interface (NNI) between OSPs and the Lumen NG 9-1-1 
ESInet that aligns with federal implementation guidelines and mutual agreed timeline 
with the end customer. 

 

(2) CenturyLink may provide statewide Real Time Text (RTT) for Network-to-Network 
Interface (NNI) capable wireless OSPs via a POI and NG 9-1-1 ESInet that aligns 
with federal implementation guidelines and mutual agreed timeline with the end 
customer. 

 
(3) CenturyLink will not provide annual population true ups. true ups will be done in a 5-

year term. 
 

(4) CenturyLink determines the Concurrent Call Sessions using a methodology in which 
it tries to maintain a P.01 Grade of Service. This is done by using historical calls and 
applying a formula to derive the number of Sessions to be supported at each Ingress 
BCF that is capable of supporting the entire calculations at one facility. Example if 
the CCS required to support the customers solution is 10, each BCF will support 23 
CCS to account for the max failover scenario.   
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.3 NG9-1-1 Core Services (Cont’d) 
 

5.2.3.1 General NG9-1-1 Core Services Feature Service Descriptions 
 

a. NGCS per NENA i3 requirements and standards – Dual Geo-diverse Next 
Generation Core locations encompassing the functional elements required to 
deliver i3 emergency calls, including but not limited to Certificate Management 
for authenticated data bids from the PSAP, Emergency Services Routing Proxy 
(“ESRP”), Emergency Call Routing Function (“ECRF”), Location Information 
Server (“LIS”) Interface, Additional Data Repository (“ADR”) Interface, Policy 
Routing Function (“PRF”), Spatial Interface (“SI”) and Location Validation 
Function (“LVF”). These are all provided as a service based on the population 
count served.  

 

b. LPG - Legacy PSAP Gateway – Optional component to provide both CAMA and 
ALI emulation at the PSAP, includes CAMA Gateway and ALI handoff. 

 

c. ESInet to ESInet Integration – Connection to ESInets other than the State of 
Oregon for call delivery or transfer capability. 

 

d. PSAP Integration Deployment – Integration of PSAP interfaces per PSAP charge 
to implement services at endpoint. 

 

e. System Monitoring and Dashboard Interface – Dashboard integration per PSAP, 
and per User apply. It can be set up for hierarchical view based on role, ex. PSAP 
can only see PSAP, but State can see whole State. 

 

f. Service\Outage Reporting – Service Management Fee for monthly reporting and 
activity related to operational details. 

 

g. NRC Project Initiation and Design – Program Management and Project 
Management on time fee for kickoff and coordination. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.3 NG9-1-1 Core Services (Cont’d) 
 

5.2.3.1 General NG9-1-1 Core Services Feature Service Descriptions 
 

h. NRC New Technology Statewide Integration – Implementation of new 
technology related to delivery of NG9-1-1 services across the ESInet or Core. 

 

i. NRC New Technology PSAP Integration – Implementation of new technology 
related to delivery of NG9-1-1 services across the ESInet at each PSAP. 

 

j. Transitional Database Management Service – Onboarding and ongoing 
management service for GeoMSAG, this support is to keep customers MSAG 
synchronized with its GIS data. 

 

k. Call Data Record Analytics / 9-1-1 Traffic Logging –  
 

l. LDB Record Support – Support for legacy TNs that are not using a LIS function 
from the OSP, 

 

m. GIS Support – Creation, maintaining or updating customer GIS on an as needed 
basis. 

 

n. PSAP Credentialling Authority - Hosted ICA – Standing up and maintaining ICA 
for customer to support the NIOC PCA, traceable to the root.  

 

o. PSAP Credentialling Authority - Per Cert – Per Certification cost for PCA. As 
more NENA i3v3 standard capabilities are rolled out to PSAP customers, more 
security certificates, specifically PCA certificates, will be required beyond LIS, 
ADR & ECRF.  Those listed within the i3v3 standard include Policy Store Web 
Service, Discrepancy Reporting Web Service, DequeueRegistration Web 
Service, Test Call Generator Web Service, IS-ADR Web Service, MSAG 
Conversion Web Service (MCS), GeoCode Web Service (GCS), Service/Agency 
Locator Web Store, and Web Feature Service Web Store.   Additionally, it is 
expected in the near future, that NENA/NIOC will require certificates at the PSAP 
agent/workstation level.   

 

p. Advanced TDOS Support – Includes an optional service to give access to the 
customer via portal access to allow for directing bad actors to customer defined 
locations.  

 

q. Core Services Updates – Charges based on core updates that are outside of 
scope for the current iteration of the NENA Standard. 

 

r. PSAP Abandonment Device (PAD) – Device used to activate preconfigured 
alternate routing for a PSAP, per PSAP implementation Fee. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.4 NG9-1-1 Text to 9-1-1 
 

A. Terms and Conditions  
 

All terms and conditions specified in Section 5.1 apply in addition to the following 
provisions:   

 
(1) The general Text to 9-1-1 requirements is applicable to integrated deployment 

methods and the service shall provision all incoming Text-to-9-1-1 and deliver 
to subscribed statewide PSAPs or Public Safety Endpoints.   

 
(2) CenturyLink will manage the Statewide Text-to-911 services in accordance with 

technical requirements provided by NENA standards and or defined by the 
State of Oregon. 

 
(3) CenturyLink will aggregate incoming Short Message Service (SMS) text 

messages from the public through one interface, to include other TCCs, any 
direct wireless carriers/Over the Top (OTT) providers, and all other modalities 
for routing to the appropriate PSAP.  

 
(4) CenturyLink will provide software, equipment and/or services that meet 

National Emergency Number Association (NENA) Next Generation 9-1-1 (NG9-
1-1) requirements and standards now available, and as they become available 
in the future within 6 months of publication.  Contractor shall provide an annual 
compliance report stating how they meet all applicable standards.  

 
(5) CenturyLink complies with the Alliance for Telecommunications Industry 

Solutions (ATIS) / Telecommunication Industry Association (TIA) J-STD- 110, 
Joint ATIS/TIA Native SMS to 9-1-1 Requirements & Architecture Specification 
A JSTD-110 Standard that are now available, and as they become available in 
the future within 6 months of publication.  CenturyLink will provide an annual 
compliance report stating how they meet all applicable standards.  

 
(6) The service is compatible with all Text to 9-1-1 deployment methods to the 

PSAPs.  This includes secure connectivity, NENA i3 Integrated on the State 
Managed ESInet.  

 

 

 

Advice No. 2025-01 

Issued by CenturyLink Communications, LLC Effective: June 10, 2025 

OR2025-03 



 

 

CenturyLink Communications, LLC d/b/a Lumen Technologies Group 

 

Oregon P.U.C. Tariff No. 1 Section 5 

Competitive Local Exchange Carrier Page 27 

Next Generation 9-1-1 Services 

 

NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.4 NG9-1-1 Text to 9-1-1 
 

A. Terms and Conditions (Cont’d) 
 

(7) The service allows for text overflow to be turned on or off by the PSAP.  
 

(8) The service re-routes text sessions to another designated deployed PSAP, if 
the 1st Revised PSAP is being abandoned due to an emergency.  The step-by-
step instructions on activating an emergency re-route shall be provided to the 
PSAP and accessible through a Help Desk Request.  

 
(9) The service allows each PSAP to set the number of concurrent text sessions 

delivered to the PSAP (whether initial or transferred), during the initial 
provisioning for deployment.  

 
(10) The provides the Texter's location to the Telecommunication's display.  

Depending on the Text deployment method, the Telecommunicator shall be able 
to refresh and update the Text Caller's location but is dependent on the OSPs 
capability.  

 
(11) The service utilizes all available Geographic Information System (GIS) PSAP 

jurisdictional shape file data within 10 business days of receipt and integrates 
any GIS based updates for accurate routing of the Text to 9-1-1 sessions.  

 
(12) The service allows text messages to be transferred between any deployed 

PSAPs at will, no matter what text deployment method, with the awarded 
provider. The service provides text transfers to all PSAPs live with Text to 9-1-
1 within Oregon and allows for a text session to be transferred a minimum of 5 
times.  The service shall provide auto-population of the text being transferred 
with a text supplement message stating, “PSAP A transferring a text session 
call to PSAP B.” The service shall provide confirmation of successful text 
transfer to the initiating PSAP and shall be captured in the text session history.  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.4 NG9-1-1 Text to 9-1-1 
 

A. Terms and Conditions (Cont’d) 
 

(13) The service provides for the original PSAP to retain control of the text session 
if the transfer is unsuccessful.  A notice of "FAILED TRANSFER" notification 
including the PSAP name and shall be included within the Texter's session 
history.  

 
(14) The service provides updated location information of the texter to the 

transferred to PSAP, upon request from the Telecommunicator, if available from 
the Wireless Carrier.  

 
(15) CenturyLink will send an “end of Text session” message to the texter when the 

Telecommunicator closes the text session, such as depressing the end text 
session button at the PSAP.  

 
(16) The service is functional on all PSAP CPE: Standalone or Host-Remote or 

Hosted configurations, which permit the use for the deployment method chosen 
by the PSAP.  

 
(17) CenturyLink will provide all staff required to implement all services within the 

Text to 9-1-1 contract including a single point of contact excluding any 3rd party 
CHE providers personnel.  

 
(18) All CenturyLink facilities that will perform services as part of this contract shall 

be housed in the United States.  
 
(19) For the on-site deployment, CenturyLink will provide a Single Point of Contact 

and technical expertise to work directly with the PSAP's IT department so that 
the network, firewall, and connection is established as needed. The connection 
to the PSAP shall be provided using a NG9-1-1 ESInet, but coordination with 
the PSAP's IT department is required. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.4 NG9-1-1 Text to 9-1-1 (Cont’d) 
 

5.2.4.1   General NG9-1-1 Text to 9-1-1 Feature Service Descriptions 
 

a. Tier 1: 1 to 4 Positions – Monthly charge associated with Integrated TCC 
services to each PSAP based on the tier. 

 
b. Tier 1: 1 to 4 Positions (Dark Back Up) – Monthly charge associated with 

Integrated TCC services to each PSAP based on the tier. 
 
c. Tier 2: 5 to 10 Positions – Monthly charge associated with Integrated TCC 

services to each PSAP based on the tier. 
 
d. Tier 2: 5 to 10 Positions (Dark Back Up) – Monthly charge associated with 

Integrated TCC services to each PSAP based on the tier. 
 
e. Tier 3: 11 and above Positions. – Monthly charge associated with Integrated TCC 

services to each PSAP based on the tier. 
 
f. Tier 3: 11 and above Positions (Dark Back Up) – Monthly charge associated with 

Integrated TCC services to each PSAP based on the tier. 
 
g. Tier 1: 1 to 4 Positions – One time charge associated with Integrated TCC 

services to each PSAP based on the tier. 
 
h. Tier 1: 1 to 4 Positions (Dark Back Up) – One time charge associated with 

Integrated TCC services to each PSAP based on the tier. 
 
i. Tier 2: 5 to 10 Positions – One time charge associated with Integrated TCC 

services to each PSAP based on the tier. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 

5.2.5 NG9-1-1 Text to 9-1-1 (Cont’d) 
 

5.2.4.1   General NG9-1-1 Text to 9-1-1 Feature Service Descriptions (Cont’d) 
 

j. Tier 2: 5 to 10 Positions (Dark Back Up) – One time charge associated with 
Integrated TCC services to each PSAP based on the tier. 

 
k. Tier 3: 11 and above Positions – One time charge associated with Integrated 

TCC services to each PSAP based on the tier. 
 
l. Tier 3: 11 and above Positions (Dark Back Up) – One time charge associated 

with Integrated TCC services to each PSAP based on the tier. 
 
m. Tier 1: 1 to 4 Positions – One time charge associated with changes required to 

Integrated TCC services to each PSAP based on the tier. 
 
n. Tier 1: 1 to 4 Positions (Dark Back Up) – One time charge associated with 

changes required to Integrated TCC services to each PSAP based on the tier. 
 
o. Tier 2: 5 to 10 Positions – One time charge associated with changes required to 

Integrated TCC services to each PSAP based on the tier. 
 
p. Tier 2: 5 to 10 Positions (Dark Back Up) – One time charge associated with 

changes required to Integrated TCC services to each PSAP based on the tier. 
 
q. Tier 3: 11 and above Positions – One time charge associated with changes 

required to Integrated TCC services to each PSAP based on the tier. 
 
r. Tier 3: 11 and above Positions (Dark Back Up) – One time charge associated 

with changes required to Integrated TCC services to each PSAP based on the 
tier. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services (Cont’d) 
 

5.2.5 Statewide GIS 
 

A. Terms and Conditions 
 

All terms and conditions specified in Section 5.1 apply in addition to the following 

provisions:   

(1) CenturyLink will transition and assimilate the GIS database from the State of 
Oregon GIS team, if required CenturyLink with provide GIS Services ad hoc for 
a fee. 

 
(2) CenturyLink will provide the tools and resources needed to manipulate, edit, 

process discrepancies, provide updates, provision to functional elements, 
provide data normalization of the GIS database. These tools can be used by 
local GIS authorities to update and maintain GIS data.  

 
(3) CenturyLink will utilize GIS database for routing all 9-1-1 traffic and shall be 

used to support ECRF.  
 

(4) CenturyLink complies with GIS standards to include, but not limited to, NENA 
NG9-1-1 GIS Data Model, NENA 02-010, and NENA 02-014 and all subsequent 
updates.  

 
(5) CenturyLink will allow updates to the GIS database and subsequently apply 

these to the NGCS, without disruption of ECRF LoST service. Updates shall be 
at least daily and shall be capable of receiving data updates 24x7x365 and 
provide confirmation receipt of data.  

 
(6) CenturyLink will expedite GIS and ECRF updates upon notification by a 9-1-1 

Authority for 9-1-1 call routing changes as needed to support state emergency 
management situations.  

 
(7) The GIS tools have a process for ad hoc updates and dynamic boundary 

changes for 9-1-1 routing.  
 
(8) The GIS tools provide a maintenance function to allow jurisdictions to upload 

the data that is consumed by the ECRF and LVF to ensure proper routing of 
calls.   
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 
5.2.5 Statewide GIS 

 
A. Terms and Conditions (Cont’d) 

 
(9) CenturyLink will provide database management services needed for the entire 

database platform for NG9-1-1 traffic delivery.  
 

(10) CenturyLink will route any type of 9-1-1 traffic to the appropriate PSAP based 
on geospatial data.  

 
(11) CenturyLink will allow local government geospatial programs to remain the 

authoritative source for accurate GIS data to be used for NG9-1-1  
 

(12) CenturyLink will provide a secure web portal for local 9-1-1 entities to submit 
GIS updates and changes and to communicate discrepancy feedback.  

 

(14) CenturyLink will provide reports, performance measurements, discrepancy 
tracking, for GIS quality assurance and system status.  

 

(15) CenturyLink will provide a dashboard or other tool to view system operation and 
data metrics.  

 

(16) The GIS tools provide the capability to manipulate the GIS based map display 
and utilize the GIS datasets in existence.  

 

(17) The GIS tools provide the capability to draw geometric shapes on the GIS 
based map display.  

 
(18) The GIS tools provide the capability to select data from the drawn geometric 

shapes on the GIS based map display.  
 

(19) The GIS tools provide the capability to search the NG9- 1-1 data by any 
selected geometric shape drawn on the GIS based map display.  

 
(20) The GIS tools provide the capability to search the NG9- 1-1 data repositories 

by any user generated geometric shape.  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services 
 
5.2.5 Statewide GIS 

 
A. Terms and Conditions (Cont’d) 

 
(21) The GIS tools provide the capability to display query results on the GIS based 

map display.  
 

(22) The GIS tools display the emergency responder agency for a given location.  
 

(23) The GIS tools provide the capability of displaying any information in the 
databases associated with any locations on the GIS based map display, where 
such information is not restricted by security or policy.  

 
(24) CenturyLink will provide outage notifications to the Customer.  

 
(25) CenturyLink will provide outage notifications with duration to system monitoring 

dashboard.  
 

(26) CenturyLink will provide an interface and file format for local GIS authorities for 
GIS updates that is compatible with ESRI, or other GIS standard formats as 
mutually defined by the State of Oregon and CenturyLink. 

 
(27)  CenturyLink’s GIS tools support logins that define role-based logins including 

but not limited to Administration or User.    
 

(28) CenturyLink will provide a Location Database (LDB) to be available to 
Originating Service Providers (OSPs) or other authorized users so they can 
verify that civic addresses will return PSAP or emergency responder Uniform 
Resource Identifier (URI)s or be edited and updated based on input from the 
OSPs.  

 
(29) CenturyLink will provide all PSAPs with the functionality to support database 

location queries that integrate to CPE following NENA guidelines in scope of 
emergency call delivery.  

 
5.2.5.1   General NG9-1-1 GIS Feature Service Descriptions 
 

GIS Support – Charges associated with GIS related services to the state based on 
Scope of Work (SOW). Could be related to layer creation, updates or additional 
needs included in the SOW for GIS NG9-1-1 related work. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services  
 
5.2.6 NG9-1-1 Professional Services 

 
5.2.6.1   General NG9-1-1 Professional Services Feature Service Descriptions 

 
NRC New Technology PSAP Integration – Charges related to one-time hourly 

charges to integrate new technology into the states NG9-1-1 environment. 
NG9-1-1 Training. – Charges related to one-time hourly charges to provide ad Hoc 

training to the PSAP, or state based on the deployed NG9-1-1 environment. 
 

5.2.7 NG9-1-1 Professionals Hourly Rate 
 

5.2.7.1   General NG9-1-1 Professionals Hourly Rate Services Feature Service Descriptions 
 

• All items in this list are based on providing the described personnel at an hourly rate 
which are subjected to predetermined minimums in a detailed SOW. 

 
5.2.8 NG9-1-1 Managed Emergency Call Handling 

 

A. Terms and Conditions  
 

All terms and conditions specified in Section 5.1 apply in addition to the following provisions: 

(1) CenturyLink offer is an “as a service” per seat monthly service, Lumen provides all CPE 

call taker hardware — CPU, Monitors, KVMs, Keypads, which can include integration with 

3rd party solutions such as radio consoles.  

(2) Installation, administrative system training and end-user training are also included in this 

service as part of the initial onboarding of the public safety endpoint. Additional training 

can be procured if required at any time. 

(3) CenturyLink provides as part of the service: Remote Monitoring, Maintenance, Upgrades 

and Repairs for the life of the service arrangement. 

(4) The system can add additional equipment as needed to allow for growth to public safety 

endpoints, ad Hoc pricing may apply for additional hardware. 

(5) Lumen Managed Emergency Call Handling solution leverages call management 

applications within Lumen data centers to support call taker CPE located at the PSAP.  

(6) Delivery of the call-taking equipment is provided through the host over the Lumen 

Managed ESInet (VPN). 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.2 Functions and Services  
 
5.2.8 NG9-1-1 Managed Emergency Call Handling (Cont’d) 
 

5.2.8.1    General NG9-1-1 Managed Emergency Call Handling Feature Service Descriptions 
 

All items in this list are based on providing the CenturyLink Managed Emergency 
Call Handling (MECH) which are subjected to predetermined minimums in a 
detailed SOW per location. Some items are included as ad Hoc items which 
are outside of the delivery based of MECH and required additional hardware 
to be procured to meet the end customer’s needs. 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges.   
Notwithstanding any other provision to the contrary, and subject to applicable PUC oversight, 

Company may increase rates for the Next Generation Core Services if costs are increased by a 

Lumen vendor during the Service Term.  

 

  5.3.1 NG9-1-1 ESInet 
 

Item 

# 
Feature Name Qty 

Per Connection 

MRC NRC 

1 NG 9-1-1 One-time Circuit Install & Test 1 $0.00  $300.00  

2 
NG 9-1-1 Alternate Technology to Support Diverse 

Path 
1 $150.00  $0.00  

3 Cross Connect  1 $175.00  $175.00  

4 NG 9-1-1 Monthly Circuit Port Cost (10 Mbps) - VPN 1 $149.00  $0.00  

5 NG 9-1-1 Monthly Circuit Port Cost (20 Mbps) - VPN 1 $198.00  $0.00  

6 NG 9-1-1 Monthly Circuit Port Cost (100 Mbps) - VPN 1 $350.00  $0.00  

7 NG 9-1-1 Monthly Circuit Port Cost (1 Gbps) - VPN 1 $1,000.00  $0.00  

8 NG 9-1-1 Monthly Circuit Port Cost (10 Gbps) - VPN 1 $4,968.00  $0.00  

9 NG 9-1-1 Monthly Circuit Port Cost (10 Mbps) - DIA 1 $130.00 $0.00 

10 NG 9-1-1 Monthly Circuit Port Cost (20 Mbps) - DIA 1 $155.00 $0.00 

11 NG 9-1-1 Monthly Circuit Port Cost (100 Mbps) - DIA 1 $300.00 $0.00 

12 NG 9-1-1 Monthly Circuit Port Cost (1 Gbps) - DIA 1 $900.00 $0.00 

13 NG 9-1-1 Monthly Circuit Port Cost (10 Gbps) - DIA 1 $4,268.00 $0.00 

14 NG 9-1-1 Monthly Circuit Access Cost (10 Mbps) 1 ICB ICB 

15 NG 9-1-1 Monthly Circuit Access Cost (100 Mbps) 1 ICB ICB 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges.   
Notwithstanding any other provision to the contrary, and subject to applicable PUC oversight, 

Company may increase rates for the Next Generation Core Services if costs are increased by a 

Lumen vendor during the Service Term.  

 

  5.3.1 NG9-1-1 ESInet  (Cont’d) 
 

Item 

# 
Feature Name Qty 

Per Connection 

MRC NRC 

16 NG 9-1-1 Monthly Circuit Access Cost (1 Gbps) 1 ICB ICB 

17 NG 9-1-1 Monthly Circuit Access Cost (10 Gbps) 1 ICB ICB 

18 NG9-1-1 Managed SDWAN Medium  1 $175.00 $0.00 

19 NG9-1-1 Managed SDWAN Large 1 $250.00 $0.00 

20 NG9-1-1 Managed Endpoint Appliance 1 $311.25 $0.00 

21 NG9-1-1 Backup Wireless Connectivity Option 1 $525.00 $4,200.00 

22 NG9-1-1 Backup Low Earth Orbit Connectivity Option 1 $570.00 ICB 

23 SASE Solution 1 ICB ICB 
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5.3 Rates and Charges 
 

5.3.2 NG9-1-1 Ingress 
 

Item 

# 
Feature Name and Description 

Qty 
UoM MRC NRC 

1 

Project Initiation and Design - 

Program Management and OSP 

Coordination for Ingress 

Configuration and implementation 

1 Per State N/A  ICB 

2 

OSP Integration - Upon successful 

OSP integration into 

Ingress\Aggregation 

1 Per OSP N/A  $10,000.00  

3 

TDM Ingress - 9-1-1 based TDM 

Ingress per port conversion to IP from 

Originating Service Providers 

1 Per Port $7.50  $0.00  

4 

SIP Ingress Basic SIP - 9-1-1 based 

SIP Ingress per concurrent call 

session for Basic SIP from Originating 

Service Providers 

1 Per 

Concurrent 

Call 

Session 

$18.00  $0.00  

5 

SIP Ingress i3 SIP - 9-1-1 based SIP 

Ingress per concurrent call session 

for i3 SIP from Originating Service 

Providers 

1 Per 

Concurrent 

Call 

Session 

$26.67  $0.00  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges 
 

5.3.3 NG9-1-1 Core Services 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

1 NGCS per NENA i3 

requirements and 

standards 

i3 NGCS Routing 

price per 

population 

1 Per 

Population 

$0.0465 $0.00 

2 LPG - Legacy 

PSAP Gateway 

LPG per PSAP  1 Per Public 

Safety 

Endpoint 

N/A $15,385.00 

3 ESInet to ESInet 

Integration 

ESInet to ESInet 

for call transfer 

capabilities 

1 Per ESInet $550.00 $10,000.00 

4 PSAP Integration 

Deployment 

PSAP NGCS 

implementation  

1 Per Public 

Safety 

Endpoint 

N/A $6,000.00 

5 System Monitoring 

and Dashboard 

Interface 

Executive 

Dashboard 

1 Per Public 

Safety 

Endpoint 

$228.00 $5,385.00 

6 Outage Reporting   1 Statewide $5,000.00 $0.00 

7 NRC Project 

Initiation and 

Design 

Program 

Management and 

Project 

Management 

Coordination for 

NGCS related 

implementation 

and configuration 

1 Statewide N/A ICB 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges 
 

5.3.3 NG9-1-1 Core Services (Cont’d) 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

8 NRC New 

Technology 

Statewide 

Integration 

Implementation for 

new technology on 

a Statewide 

availability 

1 Statewide N/A ICB 

9 NRC New 

Technology PSAP 

Integration 

Implementation for 

new technology on 

a per PSAP 

availability 

1 Per Public 

Safety 

Endpoint 

N/A ICB 

10 Transitional 

Database 

Management 

Service 

Onboarding and 

ongoing service 

for GeoMSAG 

support 

1 Per 

Population 

$0.008 $0.09 

11 Call Data Record 

Analytics / 9-1-1 

Traffic Logging 

  1 Per Public 

Safety 

Endpoint 

ICB ICB 

12 LDB Record 

Support 

Support for TN 

records in LDB 

and ongoing 

maintenance 

support of these 

records 

1 Per Record  $0.04 N/A 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges 
 

5.3.3 NG9-1-1 Core Services (Cont’d) 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

13 GIS Support  ICB based on GIS 

Data for creation 

of i3 compatible 

GIS layers 

specific to routing 

and maintenance 

1 Per Public 

Safety 

Endpoint 

ICB ICB 

14 PSAP Credentialling 

Authority - Hosted 

ICA 

PCA ICA Standup 

Statewide 

1 Per State $450.00 $150,000.00 

15 PSAP Credentialling 

Authority - Per Cert 

PCA per Cert 1 Per Cert $48.00 N/A 

16 Advanced TDOS 

Support 

Support for TDOS 

Advanced 

services  

1 Per 

Population 

$0.00 N/A 

17 Core Services 

Updates 

Support for 

updates and 

changes to Core 

Services (i.e. 

Default Routing, 

SBC 

augmentations…) 

1 Per Change ICB $9,500.00 

18 PAD PSAP 

Abandonment 

Device 

1 Per Public 

Safety 

Endpoint 
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5.3 Rates and Charges 
 

5.3.4 NG9-1-1 Text29-1-1 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

1 Tier 1: 1 to 4 

Positions 

Tier 1 PSAP for 

Monthly TCC 

Integrated Text2-

9-1-1 

 1 Per Public 

Safety 

Endpoint 

$173.08  $0.00  

2 Tier 1: 1 to 4 

Positions (Dark Back 

Up) 

Tier 1 Dark Back 

UP PSAP for 

Monthly TCC 

Integrated Text2-

9-1-1 Service 

 1 Per Public 

Safety 

Endpoint 

$0.00  $0.00  

3 Tier 2: 5 to 10 

Positions 

Tier 2 PSAP for 

Monthly TCC 

Integrated Text2-

9-1-1 

 1 Per Public 

Safety 

Endpoint 

$450.00  $0.00  

4 Tier 2: 5 to 10 

Positions (Dark Back 

Up) 

Tier 2  Dark Back 

UP PSAP for 

Monthly TCC 

Integrated Text2-

9-1-1 Service 

 1 Per Public 

Safety 

Endpoint 

$0.00  $0.00  

5 Tier 3: 11 and above 

Positions 

Tier 3 PSAP for 

Monthly TCC 

Integrated Text2-

9-1-1 

 1 Per Public 

Safety 

Endpoint 

$1,315.38  $0.00  
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5.3 Rates and Charges 
 

5.3.4 NG9-1-1 Text29-1-1 (Cont’d) 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

6 Tier 3: 11 and 

above Positions 

(Dark Back Up) 

Tier 3  Dark Back 

UP PSAP for 

Monthly TCC 

Integrated Text2-

9-1-1 Service 

 1 Per Public 

Safety 

Endpoint 

$0.00  $0.00  

7 Tier 1: 1 to 4 

Positions 

Tier 1 PSAP Initial 

Setup and 

Implementation 

Fee to allow for 

PSAP TCC 

Integrated text 

delivery 

 1 Per Public 

Safety 

Endpoint 

$0.00  $769.23  

8 Tier 1: 1 to 4 

Positions (Dark 

Back Up) 

Tier 1 Dark Back 

Up PSAP Initial 

Setup and 

Implementation 

Fee to allow for 

PSAP TCC 

Integrated text 

delivery 

 1 Per Public 

Safety 

Endpoint 

$0.00  $769.23  

9 Tier 2: 5 to 10 

Positions 

Tier 2 PSAP Initial 

Setup and 

Implementation 

Fee to allow for 

PSAP TCC 

Integrated text 

delivery 

 1 Per Public 

Safety 

Endpoint 

$0.00  $4,500.00  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges 
 

5.3.4 NG9-1-1 Text29-1-1 (Cont’d) 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

10 Tier 2: 5 to 10 

Positions (Dark 

Back Up) 

Tier 2 Dark Back 

Up PSAP Initial 

Setup and 

Implementation 

Fee to allow for 

PSAP TCC 

Integrated text 

delivery 

 1 Per Public 

Safety 

Endpoint 

$0.00  $4,500.00  

11 Tier 3: 11 and 

above Positions 

Tier 3 PSAP Initial 

Setup and 

Implementation 

Fee to allow for 

PSAP TCC 

Integrated text 

delivery 

 1 Per Public 

Safety 

Endpoint 

$0.00  $6,138.46  

12 Tier 3: 11 and 

above Positions 

(Dark Back Up) 

Tier 3 Dark Back 

Up PSAP Initial 

Setup and 

Implementation 

Fee to allow for 

PSAP TCC 

Integrated text 

delivery 

 1 Per Public 

Safety 

Endpoint 

$0.00  $6,138.46  

13 Tier 1: 1 to 4 

Positions 

Tier 1 PSAP 

Change Fee for 

PSAP TCC for 

Text Integrated  

 1 Per Public 

Safety 

Endpoint 

$0.00  $2,615.38  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges 
 

5.3.4 NG9-1-1 Text29-1-1 (Cont’d) 
 

Item 

# 

Feature Name Feature 

Description 

Qty UoM MRC NRC 

14 Tier 1: 1 to 4 

Positions (Dark 

Back Up) 

Tier 1 Dark Back 

Up Change Fee for 

PSAP TCC for Text 

Integrated  

 1 Per Public 

Safety 

Endpoint 

$0.00  $2,615.38  

15 Tier 2: 5 to 10 

Positions 

Tier 2 PSAP 

Change Fee for 

PSAP TCC for Text 

Integrated  

 1 Per Public 

Safety 

Endpoint 

$0.00  $2,615.38  

16 Tier 2: 5 to 10 

Positions (Dark 

Back Up) 

Tier 2 Dark Back 

Up Change Fee for 

PSAP TCC for Text 

Integrated  

 1 Per Public 

Safety 

Endpoint 

$0.00  $2,615.38  

17 Tier 3: 11 and 

above Positions 

Tier 3 PSAP 

Change Fee for 

PSAP TCC for Text 

Integrated  

 1 Per Public 

Safety 

Endpoint 

$0.00  $2,615.38  

18 Tier 3: 11 and 

above Positions 

(Dark Back Up) 

Tier 3 Dark Back 

Up Change Fee for 

PSAP TCC for Text 

Integrated  

 1 Per Public 

Safety 

Endpoint 

$0.00  $2,615.38  
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5.3 Rates and Charges (Cont’d) 
 

5.3.5  NG9-1-1 GIS Service 
 

Item 

# 

Feature Name Feature Description Qty UoM MRC NRC 

1 GIS Support  ICB based on GIS 

Data for creation of i3 

compatible GIS layers 

and maintenance 

1 Per SOW ICB ICB 

 
 
5.3.6  NG9-1-1 Professional Service 
 

Item 

# 

Feature Name Feature Description Qty UoM MRC NRC 

1 NRC New Technology 

PSAP Integration 

Per SOW 

Requirements 

1 Per Hour - $250.00  

2 NG9-1-1 Training Per SOW 

Requirements 

1 Per Hour - $250.00  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges 
 

5.3.7  NG9-1-1 Professionals Hourly Rate 
 

 Personnel Per Hour 

1 Information Technology Project Manager (Intermediate)   $ 143.28  

2 Computer Network Architect (Intermediate)   $ 162.99  

3 Telecommunications Engineering Specialist (Intermediate)   $ 138.77  

4 IT Security Specialist (Intermediate)   $ 167.59  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges (Cont’d) 
5.3.8  NG9-1-1 Managed Emergency Call Handling (MECH) 

 
A. Service Address: VESTA MECH 

 

Managed Emergency Call Handling Bundle Vesta - MECH 

 
Part Number Part Description 

Unit MRC 
(Qty 1) 

Unit NRC 
(Qty 1) 

809800-MECH 
Advanced Call Handling (includes VESTA 9-1-1, 
9-1-1 Assist, Monitoring & Response, Patch 
Management and Antivirus) - Includes Vendor 
Agent and Admin Training - MRC Per Position / 
NRC Per PSAP Location 

$ 1,292.31  $ 26,923.08  

QINTR-VESTA 
SOLUTIONS INC. 

Installation/Project Management, and Support 
(24/7/365) - Per Position 

$ 287.69  -  

Shipping Shipping - Regular - Per Position -  $ 200.00  

Command Post Command Post - MRC Per Position / NRC per 
PSAP Location 

$ 753.85  $5,384.62 

SMT1000C-MECH APC SMART-UPS 1000VA LCD 120V - Front 
Room -- Per Position 

$ 20.12  - 

SMX2200RMLV2U-
MECH 

SMART-UPS 2200VA RACK/TOWER LCD - 
Back Room - Per Rack 

$ 60.35  - 

Headset-MECH PLANTRONICS HEADSET - PUSH TO TALK $ 18.61  - 

Miscellaneous Parts-
MECH 

Miscellaneous Cables/Connectors and 
Accessories Per PSAP Location 

-  
$4,615.38 

 

LCD Monitor-MECH 55" LCD Monitor and Bracket $ 173.06  - 

IP Phone-MECH Aastra IP Phone $ 20.02  - 

64007-50023-MECH KEYPAD 48-KEY USB CBL 6FT $ 12.37  - 

64007-50026-MECH KEYPAD 24-KEY USB CBL 6FT $ 8.41  - 

04000-00538-MECH MED 800C SBC HA PAIR BNDL,Includes 
Configuration/Installation/Testing, AND 
SUPPORT (24/7/365) Per PSAP Location 

$ 174.14  $ 5,415.38  

04000-00541-MECH MED 800C HA 10 SBC SESSIONS License (1-
250) Includes Configuration/Installation/Testing, 
AND SUPPORT (24/7/365) 

$ 67.76  -  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges (Cont’d) 
5.3.8  NG9-1-1 Managed Emergency Call Handling (MECH) (Cont’d) 
 

A. Service Address: VESTA MECH (Cont’d) 
 

Managed Emergency Call Handling Bundle Vesta - MECH 

 
Part Number Part Description 

Unit MRC 
(Qty 1) 

Unit NRC 
(Qty 1) 

000001-06701-MECH V9-1-1 AGENT TRNG -  $ 1,846.15  

  Note:  VESTA® 9-1-1 Agent bundle includes (1) 
1/2 day class of Agent training for up to 8 
students.  Includes trainer's daily training 
expenses and travel. VESTA® 9-1-1 Agent 
training does not include training on the SIP 
phones.  

-  -  

000001-06704-MECH V9-1-1 ADMIN FOR STD -  $ 6,153.85  

  Note:  VESTA® 9-1-1 Admin bundle includes (1) 
1 1/2 day class of Admin training for up to 8 
students.  Includes trainer's daily training 
expenses and travel.  

-  -  

000001-08539-MECH TTT COACHING -  $ 3,076.92  

  Note:  This course typically occurs during or 
shortly after the installation of a VESTA 9-1-1 
system and after a Train-the-Trainer class. This 
course offers the service of the Motorola 
Solutions Connectivity trainer to be a JOB 
SHADOW in the PSAP when the PSAP trainer is 
training the agents. Agent training is 4 hours so 
this class offers coaching for 2 agent classes. 
This TTT Coaching is available in an 8-hr block 
that can be used in one 8-hour block or divided 
into two 4-hour blocks not separated by more 
than 4 hours. 

-  -  

000002-24404-MECH V-ANLYT ADMIN TRNG -  $ 3,076.92  

  Note:  VESTA® Analytics Admin bundle includes 
(1) 1 day class of Admin training for up to 8 
students.  Includes trainer's daily training 
expenses and travel.  

-  -  

E-Learn-MECH E-LEARN Training: V9-1-1 SMS / SMS 
ADMIN/Aastra IP SIP Phone  

  $ 600.00  

Professional 
Services 

      

809800-17007-MECH FIELD ENG-STANDARD - Per Unit -  $ 153.85  

  Note: Required Motorola Installation -TBD based 
on final configuration 

-  ICB 
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges (Cont’d) 
 

5.3.8  NG9-1-1 Managed Emergency Call Handling (MECH) (Cont’d) 
 

B. Service Address: VIPER MECH  

 

Managed Emergency Call Handling Bundle (Viper – MECH) 

Part Num Part Description 
Unit MRC 

(Qty 1) 
Unit NRC 

(Qty 1) 

VMS014-MECH VIPER Gateway Chassis G3 $ 21.56  -  

VMS015-MECH Admin Interface Module G3 $ 30.38  -  

VMS026-MECH 48 Button External Keypad $ 9.80  -  

QBOM INSTALL MAT Misc. Cables and Accessories Per PSAP Location -  $ 4,615.38  

VMS001-24-MECH 
Call Handling INCLUDING Satellite VIPER Node 
(SVN) at PSAP- Per Position 

$ 754.60  -  

Shipping Shipping - Regular-Per Position -  $ 200.00  

VMS017-MECH Laptop Position-Per Position $ 715.38  -  

912845-MECH IP ALI Phone-SNOM 
$51.94 

 
  

VMS013-MECH Spatial Command & Control-Per Position $ 292.31  -  

SMT1000C-MECH 
APC SMART-UPS 1000VA LCD 120V - Front 
Room -- Per Position 

$ 20.12  - 

SMX2200RMLV2U-MECH 
SMART-UPS 2200VA RACK/TOWER LCD - Back 
Room - Per Rack 

$ 60.35  - 

Headset-MECH PLANTRONICS HEADSET - PUSH TO TALK $18.94  - 

LCD Monitor-MECH 55" LCD Monitor and Bracket $ 173.06  - 

QINTR-INTRADO LIFE 
AND SAFETY 
SOLUTIONS CORP 

Installation/Project Management, and Support 
(24/7/365) - Per Position 

$ 287.69  -  

MECH-CORE 
Mech Viper Data Center Core 
Hardware/Software/Network Services-Per PSAP 
Location 

$ 2,052.31  -  
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NEXT GENERATION 9-1-1 SERVICES 

 

5.3 Rates and Charges (Cont’d) 
5.3.8  NG9-1-1 Managed Emergency Call Handling (MECH) (Cont’d) 

B. Service Address: VIPER MECH (Cont’d) 
 

Managed Emergency Call Handling Bundle (Viper – MECH) 
Service Address: VIPER MECH 

Part Num Part Description 
Unit MRC 

(Qty 1) 
Unit NRC 

(Qty 1) 

914600/3 24 Button External Keypad $4.90 $0.00 

VMS024-MECH 
PSAP HA Session Border Controller (SBC) – 
includes 10 sessions-MRC Per Unit Qty, NRC-
PER PSAP Location 

$ 423.08  $ 5,415.38  

VMS025-MECH 
Session Capacity Expansion (10 sessions) for 
PSAP HA SBC - MRC Per Unit Qty 

$ 115.38  -  

VMS018-MECH Interface to 3rd party via SIP-Per PSAP $ 46.15  -  

ES-T1-MECH Power Metrics Advanced 1-2 Positions  $ 366.52  -  

ES-T2-MECH Power Metrics Advanced 3-4 Positions $ 395.92  -  

ES-T3-MECH Power Metrics Advanced 5-9 Positions $ 458.64  -  

ES-T4-MECH Power Metrics Advanced 10-19 Positions $ 521.36  -  

ES-T5-MECH Power Metrics Advanced 20-39 Positions $ 580.16  -  

ES-T6-MECH Power Metrics Advanced 40-75 Positions $ 646.80  -  

ES-SA-MECH 
Power Metrics Advanced - System Setup per 
Remote PSAP Location 

-  $ 3,461.54  

Professional Services       

VIPER INSTALL-MECH FIELD ENG-STANDARD - Per Unit -  $ 153.85  

MECH-Prof Professional Services and Living Expense - $2,254.00 

MECH-Trav Travel Fee - $1,470.00 

  
Note: Required Vendor Installation -TBD based on 
final configuration 

-  ICB 

 
Statewide Analytics 

MECH-Analytics 

Statewide Analytics solution helps PSAP’s more 
effectively convert reams of raw 9-1-1 call data into 
actionable insights. Our analytics suite integrates 
with all major CPE and NGCS providers and works 
with the systems you already have in place. 
Lumen’s statewide Management Information 
System(MIS) provides for near-real time PSAP 
monitoring and analytics 

-  ICB  
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SERVICE SCHEDULES 

 
6.1 NG9-1-1 Service Schedule  
6.2 Managed Emergency Call Handling Solution Service Attachment 
6.3 Sales/Installation/Maintenance Service Schedule 
6.4 SASE Solutions Service Schedule 
6.5 SD-WAN Service Schedule 
6.6 Network Firewall Service Schedule 
6.7 MPLS (IPVPN and VPLS) VPN Service Schedule 
6.8 Internet Services Schedule 
6.9 Solutions and Services Schedule 
6.10 Text to 911 
6.11 Acceptable Use Policy (AUP) 
6.11 Lumen Enterprise Access Services Service Schedule*  
 
*Enterprise Access Services are subject to availability, and provided subject solely to the applicable Service 
Schedule(s). 
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 .  
1. Services  
 
Qwest Corporation d/b/a CenturyLink QC ("CenturyLink”) will provide, and Customer will purchase, the CenturyLink Next Generation 
(“NG”) 9-1-1 service (“Service” or “NG 9-1-1 Service”) provided under this Service Schedule. Service enables the routing of 9-1-1 dialed 
calls to a Customer–designated Public Safety Answering Point (“PSAP”) over an Internet Protocol (“IP”) network. Service is provided as 
described in this Service Schedule and in a Statement of Work (“SOW”), if applicable. The number “9-1-1” is intended as a universal 
emergency telephone number that provides the public direct access to a PSAP. A PSAP is an agency authorized to receive and respond 
to emergency calls. One or more PSAPs may be required for any given municipality or metropolitan area. PSAPs are designated by the 
Customer and specified in Addendums to this Service Schedule. Service includes components necessary for the answering, transferring, 
and forced disconnect of emergency 9-1-1 calls originated by persons within the servicing area(s). Service does not include Customer’s 
telecommunications equipment. Customer will provide telecommunications equipment with a capacity adequate to handle the number of 
incoming 9-1-1 calls recommended by CenturyLink to be installed. It is Customer’s responsibility to ensure that the telecommunications 
equipment is compatible with the Service furnished under this Service Schedule. CenturyLink does not answer and forward 9-1-1 calls, 
but furnishes the use of its facilities to enable the Customer’s NG 9-1-1 and/or 9-1-1 personnel to respond to such calls. PSAP information, 
service locations, and addresses are shown on Addendum 1, incorporated by reference into this Service Schedule.  By checking the box 
below, the applicable SOW is incorporated into this Service Schedule. SOWs that are not specifically incorporated will not be considered 
part of this Service Schedule.  

 
SOW [#_________] is hereby incorporated into this Service Exhibit. 

 
1.2 Service provided under this Service Schedule does not include IP transport. Customer acknowledges and understands that this 
Service requires IP transport between certain points in Customer’s 9-1-1 network to deliver the ALI to the PSAP and that the IP transport 
provided by Customer must meet the requirements for this Service. Customer understands that the terms and conditions of any agreement 
imposed by Customer’s provider of its IP transport will impact Customer’s access to this Service. Customer further acknowledges and 
understands that IP transport may create limitations on access to 9-1-1 emergency services that are different from or in addition to access 
limitations of traditional E9-1-1 transport and such transport may limit its access to the Service provided under this Service Schedule.  “ALI” 
means Automatic Location Identification. 
 
1.3 Service provided under this Service Schedule does not include Data Transport. Customer acknowledges and understands that 
any new or existing Data Transport used in conjunction with this Service is subject to the terms of a separate agreement.  “Data Transport” 
means traditional E9-1-1 circuits used to deliver the ALI to the PSAP that are provided under the terms of a CenturyLink tariff, price list, 
price, schedule, administrative guideline, catalog, and other rate and term schedules (hereinafter, whether individually or together, "Tariff").  
Data Transport is not offered under this Service Schedule. 
 
1.4 CenturyLink will not provide Service to less than an entire central office service area.  Service does not include facilities provided 
by Independent Providers. CenturyLink will provide Service up to the Standard Network Interface ("SNI") for each of the service locations 
at Customer's location(s).  The SNI is that location where CenturyLink's facilities end and Customer's inside wire or network begins.  
“Independent Providers” means telephone companies, Incumbent Local Exchange Carriers (“ILECS”), Competitive Local Exchange 
Carriers (“CLECS”), or other communications service providers, (i.e., wireless carriers and/or interconnected VoIP providers). 
 
1.5 Customer will use the NG 9-1-1 Service only for receiving and responding to requests for emergency assistance. Customer will 
be responsible for ensuring that each PSAP will also use the NG 9-1-1 Service as prescribed herein.  Any other use of the database will 
result in immediate termination of Service.  
 
1.6 CENTURYLINK ACCEPTS NO RESPONSIBILITY FOR OBTAINING OR FOR THE ACCURACY OF SUBSCRIBER, STATION, 
OR END-USER RECORD INFORMATION RECEIVED FROM INDEPENDENT PROVIDERS OR PRIVATE TELECOMMUNICATIONS 
SYSTEMS, SUCH AS PBX OR SHARED TENANT SERVICES.   
 
1.7 Customer will provide an MSAG to CenturyLink for use in the database preparation. The MSAG must follow the NENA 
recommended United States Postal Service street name and directional addressing standard. Customer will ensure that each participating 
telephone service provider’s records are sent electronically in the NENA format for database updates as specified by CenturyLink.  
CenturyLink will not deliver Service until each participating telephone service provider’s records for Customer’s service area match the 
applicable Master Street Address Guide at rates shown below. Customer is fully responsible for correcting all erroneous records and 
achieving such rate. “MSAG” means Master Street Address Guide.  “NENA” means National Emergency Number Association. 
 

State Rate 

Minnesota 98% 

Washington 97% 

Oregon 97% 

New Mexico 96% 

Other (within CenturyLink’s 14 state 
territory) 

95% 
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1.8 Customer must promptly notify CenturyLink in the event the Service is not functioning properly. CenturyLink acknowledges some 
elements of the Service are monitored for performance as part of the routine maintenance of the network. This shall not be interpreted, 
construed, or regarded, either expressly or impliedly as a warranty, service commitment or creating any CenturyLink obligation nor does 
it relieve Customer of its responsibilities under this Service Schedule. 
 
1.9 CenturyLink will perform inspection and/or monitoring of its facilities on a routine basis, to discover errors, defects and 
malfunctions that might affect the Service.  Customer understands and acknowledges that this inspection and monitoring may not detect 
all errors that may occur.  Some Service-related issues may arise that impact and delay or prevent call delivery.  Some Service-related 
issues may occur which the system will not recognize and will therefore not cause an automatic rerouting of calls to an alternate 
destination.  Customer may authorize CenturyLink to manually implement an alternate call route as required. 
 
2. Service Term.  The term of this Service Schedule is 12 months (the Service Term”). Customer agrees the Service is subject to a 
minimum term of the first 12-month period of the Service Term (“Minimum Service Period”). Customer may enter into a new Service Term 
that establishes a greater available term period without incurring non-recurring or termination charges.  Customer and CenturyLink agree to 
begin discussions regarding the renewal or discontinuation of Service 90 days before expiration of the Service Term. Renewals will require 
a new Service Term. If the parties do not reach agreement by the expiration of the Service Term, Service will continue on a month-to-
month basis under the terms of the Service Schedule and will convert to the then-current month-to-month rates as evidenced by 
CenturyLink’s records).  CenturyLink will inform Customer of its then-current rates for Service upon written request. If Service is continued 
on a month-to month basis, either party may terminate Service with 30 days’ prior written notice to the other party.  
 
3. Cancellation and Termination Charges. 
 
3.1 Either party may terminate Service and/or this Service Schedule with 30 days’ written notice, or for Cause. “Cause” means the 
failure of a party to perform a material obligation under this Service Schedule, which failure is not remedied: (a) for payment defaults by 
Customer, within five days of separate written notice from CenturyLink of such default; or (b) for any other material breach, within 30 days 
of written notice (unless a different notice period is specified a Service Attachment).  Customer will remain liable for charges accrued but 
unpaid as of the termination date.  If, prior to the conclusion of the Service Term, Service and/or this Service Schedule is terminated either 
by CenturyLink for Cause or by Customer for any reason other than Cause, then Customer will also be liable for:  
 
(a) If termination is prior to installation of Service, termination charges will be those reasonable costs incurred by CenturyLink through the 
date of termination.  If termination is after installation of Service but prior to the completion of the Minimum Service Period, Customer will 
pay the termination charges for Minimum Service Period in addition to the termination charges for the remainder of the Service Term.  
 
(b) If Customer terminates Service to a level that is less than 80% of a total annual true-up monthly rate, a termination charge may apply 
to the Service removed below the 80% level.  The termination charge will be equal to 100% of the monthly rate for the Service terminated 
below the 80% level multiplied by the number of months, or portion thereof, remaining in the Minimum Service Period; plus 50% of the 
monthly rate for Service removed below the 80% level multiplied by the number of months, or portion thereof, remaining in the Service 
Term. 
 
3.2 A termination charge will be waived when the Customer discontinues Service and the following conditions are met: (a) Customer 
signs new service schedules for any other CenturyLink provided new service(s) and all applicable nonrecurring charges will be assessed 
for the new service(s); (b) Both the current Service and the new service(s) are provided solely by CenturyLink; (c) The order to discontinue 
Service and the order to establish new service(s) are received by CenturyLink within 30 days of each other for service in New Mexico, 
and at the same time for service in any other state; (d) The new service installation must be completed within 30 calendar days of the 
disconnection of Service, unless such installation delay is caused by CenturyLink; (e) The total value of the new service(s), excluding any 
special construction charges, is equal to or greater than 115% of the remaining value of this Service Schedule; (f) A new Minimum Service 
Period, if applicable, will go into effect when the new service(s) agreement term begins; and (g) Customer agrees to pay any previously 
billed, but unpaid recurring, and any outstanding nonrecurring charges - these charges cannot be included as part of the new service(s) 
agreement.  The waiver does not apply to changes between regulated and unregulated or enhanced products and services. New service 
is defined as a newly installed service placed under a new CenturyLink service agreement(s), or newly installed additions to an existing 
service agreement(s), but does not include renewals of expiring service agreement(s), renegotiations of existing service agreement(s) 
and conversions from month-to-month service to contracted service. 

 
4. Charges and Payment. 
 
4.1 CenturyLink will notify Customer of the date Service is available for use. In the event Customer informs CenturyLink that it is 
unable or unwilling to accept Service at such time, the Service will be held available for Customer for a period not to exceed 30 business 
days from such date (“Grace Period”).  If after the Grace Period, Customer still has not accepted Service, CenturyLink may either: 
(a) commence with regular monthly billing for the Service; or (b) cancel the Service.  If Customer cancels Service prior to the date the 
Service is available for use, or is unable to accept the Service during the Grace Period and CenturyLink cancels the Service at the end of 
the Grace Period, termination charges may apply.  
 
4.2 Customer will pay the rates for the Service as set forth in Addendum 2 and in the SOW, if applicable.  CenturyLink reserves the right 
to revise rates if a change in the statutes or administrative rules affects the cost of providing Service.  
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4.3 Provision of Service under this Service Schedule may involve Independent Providers. Charges for Service only include Service 
provided within CenturyLink Territory up to the meet point of the Independent Provider.  Other charges which involve work performed by the 
Independent Provider will be in addition to CenturyLink's charges and will be negotiated separately between Customer and the Independent 
Provider. “CenturyLink Territory” means CenturyLink’s local service areas in the following states: Arizona, Colorado, Idaho, Iowa, 
Minnesota, Montana, Nebraska, New Mexico, North Dakota, Oregon, South Dakota, Utah, Washington, and Wyoming. 
 
4.4 Customer may add Service under this Service Schedule at the rates and charges in effect at the time of the addition(s). New Service 
will be coterminous with existing Service.  Requests to add Service must be by written amendment or by submitting a work request to 
CenturyLink. The amendment or work request will be signed by authorized representatives of both parties and made a part of this Service 
Schedule. 
 
5. Other Terms. 
 
5.1 Service Notices. Notices for disconnection of Service must be submitted to CenturyLink via Email at: 
BusinessDisconnects@Centurylink.com. Notices of non-renewal for Services must be sent via e-mail to: CenturyLink, Attn.: CenturyLink 
NoRenew, e-mail: Norenew@centurylink.com. Notices for billing inquiries/disputes or requests for Service Level credits must be submitted 
to CenturyLink via Customer’s portal at https://www.centurylink.com/business/login/ or via Email at: Care.Inquiry@Centurylink.com. All 
other routine operational notices will be provided by Customer to its CenturyLink sales representative. 
 
5.2 Conflicts. If a conflict exists among the provisions of the Service Attachments, the order of priority will be as follows: this Service 
Schedule and its Addendums, the general terms of the Agreement, SLA, SOW (if any) and Order Form, as applicable, and then any other 
documents attached or expressly incorporated into the Agreement. 
 

https://www.centurylink.com/business/login/
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ADDENDUM 1 
CENTRAL OFFICE PSAP INFORMATION 

 
 
BILLING NUMBER:  _________ 
 
 

PSAP NAME PSAP ADDRESS 
CENTRAL OFFICE 

CLLI CODE SERVING 
THE PSAP 

NPA/NXX 
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ADDENDUM 2 
SERVICE CHARGES 

 

 

Description 
Monthly Recurring 

Charge (MRC) 
Nonrecurring Charge 

(NRC) 

Population Base  $           $           

Concurrent SIP Sessions $           $           

Egress MPLS Network to PSAP – Last mile $      $      

GIS Routing Services (includes SI, ECRF, LDB) $      $      
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 .  
This CenturyLink Managed Emergency Call Handling Solution Offer Attachment (“Attachment”) is subject to the CenturyLink Master 
Service Agreement (“Agreement”) and applicable Service Attachments between Customer and CenturyLink, all of which must be executed 
between the parties for the offer in this Attachment to apply.  All capitalized terms that are used but not defined in this Attachment are 
defined in the Agreement or other Service Attachment.   
 
1. Scope.  Customer may purchase the Premium Managed Emergency Call Handling Solution or the Hybrid Managed Emergency 
Call Handling Solution under this Attachment (”Service” or “Managed Emergency Call Handling Solution”).  Different features are available 
with each solution of the Service. The purpose of this Attachment is to offer solution-based pricing rates (“Solution Pricing”) for Customers 
purchasing Service.   
 
2. Managed Emergency Call Handling Solution.  
 
2.1 Descriptions. TheService provides Customer with two solution options that contain a suite of CenturyLink services as described 
below. 
 
(A) Premium Managed Emergency Call Handling Solution.  Premium Managed Emergency Call Handling Solution provides 
Customer with network infrastructure services, a data center services and call handling services. The Premium Managed Emergency Call 
Handling Solution is subject to the following Service Attachments: this Attachment, the applicable Managed Emergency Calling Handling 
Service Guide, CenturyLink Next Generation 9-1-1 Service Schedule, Local Access Service Exhibit, the applicable Service Exhibit or 
Service Schedule governing the CenturyLink transport service, and all applicable SOWs, other Service Guides and technical documents. 
 
(B) Hybrid Managed Emergency Call Handling Solution.  Hybrid Managed Emergency Call Handling Solution provides Customer 
with call handling services. The Hybrid Managed Emergency Call Handling Solution is subject to the following Service Attachments: this 
Attachment, the applicable Managed Emergency Call Handling Service Guide, and all applicable SOWs, other Service Guides and 
technical documents. 
 
2.2 Cohabitation/Integration. Customer will identify all third-party applications that Customer desires to have cohabitate or integrate 
with the Service, such as digital logging recorders, CAD systems, GIS systems, and video monitoring systems. All requests for 
cohabitation/integration testing and development will be at the discretion of CenturyLink, subject to additional charges and require a SOW. 
All equipment or software not provided by CenturyLink used by Customer in connection with the Service must be certified by CenturyLink. 
Any alterations made to the Service software or equipment without CenturyLink’s written consent will result in termination of the Service. 
 
2.3 Upgrade.  During a Service Term, Customer may upgrade its Managed Emergency Call Handling Solution (“Upgrade”), if 
upgrade features, functionality, or other portions of the Service are made available by CenturyLink.  An Upgrade of one portion of the 
Managed Emergency Call Handling Solution may require upgrades of other aspects of the Service.  CenturyLink is not required to provide 
any Upgrades in features of functionality during the term of this Agreement, except as expressly stated in this Agreement.  CenturyLink 
may require a revised Service Term with any potential Upgrades. 
 
2.4 Ordering.  Customer will receive the applicable Managed Emergency Call Handling Solution by executing a CenturyLink-issued 
Order with CenturyLink.  An Order for Managed Emergency Call Handling Solution is a service order request submitted on a form issued 
by CenturyLink and signed by Customer that includes the type and details of the specific Managed Emergency Call Handling Solution 
ordered by Customer. The initial Order for Service must contain at least 50 positions. Subsequent Orders for Service will be for the number 
of months remaining in the Initial Term and are eligible for renewal. An Order is required to obtain Optional Applications for the Service. 
 
3. Pricing.   
 
3.1 Customer will pay the Solution Pricing set forth in a valid CenturyLink-issued Order, which is incorporated by reference. Solution 
Pricing includes the connectivity between Customer and the applicable data center but does not include all PSTN connectivity for 
Customer’s administrative lines. Solution Pricing is based solely upon the Service and the Applications included within the applicable 
Managed Emergency Call Handling Solution as specified in the Service Guide and does not include charges for the Optional Applications. 
Solution Pricing will become effective as soon as practicable, but in no event later than the second full billing cycle following the effective 
date of this Attachment. CenturyLink will not waive any Local Access ancillary charges, including Construction charges, as applicable. 
Orders will be governed by the terms and conditions set forth in the Agreement, the applicable Service Exhibits and Service Schedules, 
and this Offer Attachment.  If Customer wishes to order a new Managed Emergency Call Handling Solution or modify an existing Managed 
Emergency Call Handling Solution as an Upgrade, Customer and CenturyLink must enter into a separate written amendment to this 
Agreement.  If applicable, the Managed Emergency Call Handling Solution Port MRC includes the MRCs for the Port that is provided as 
a Service during the Service Term.  CenturyLink will waive End-to-End Performance Reporting MRCs.  After the Initial Term for a Managed 
Emergency Call Handling Solution expires, CenturyLink may modify the Solution Pricing for the Service.  Upgrades and additional 
Managed Emergency Call Handling Solution orders after an initial order may be subject to then-current Solution Pricing for the applicable 
Managed Emergency Call Handling Solution or as negotiated between the parties through an amendment. 
 
3.2 Local Access Pricing. Local Access rates (not included in the Service) are in an Order, if applicable. 
 
3.3 Upgrade NRC.  Customer must be required to pay applicable NRC’s for any Upgrade.   
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4. Term; Cancellation.   
 
4.1 Service Term.  The term of Service begins on the Start of Service Date and will continue for 60 months per individual PSAP 
location (“Initial Term”). The Initial Term will automatically renew for two consecutive 1-year terms (“Renewal Term”) unless written notice 
to terminate is provided at least 180 days prior to the expiration of the Initial term or a Renewal Term. Start of Service Date means the 
date Service is activated by CenturyLink and made available to Customer. Initial Term and each Renewal Term are collectively the 
“Service Term.”  In the event Customer informs CenturyLink that it is unable or unwilling to accept Service at the Start of Service Date, 
the subject Service will be held available for Customer for a period not to exceed 30 business days from such date (“Grace Period”).  If 
after the Grace Period, Customer still has not accepted Service, CenturyLink may either: (a) commence with regular monthly billing for 
the subject Service; or (b) cancel the subject Service.  If Customer cancels an order for Service prior to the date the Service is available 
for use, or is unable to accept the Service during the Grace Period and CenturyLink cancels the Service at the end of the Grace Period, 
termination charges may apply.  Customer and CenturyLink agree to begin discussions regarding the renewal or discontinuation of Service 
90 days before expiration of the Agreement. Renewals beyond the Service Term will require a new Agreement.  
 
4.2 Cancellation.  Cancellations will not be permitted on a component basis. Upon cancellation of a Managed Emergency Call 
Handling Solution, Customer will remain liable for charges accrued but unpaid as of the cancellation date.  If a Managed Emergency Call 
Handling Solution is canceled by Customer other than for Cause, or by CenturyLink for Cause, before the conclusion of the initial Service 
Term, Customer will pay a Cancellation Charge equal to: (i) 50% of the Managed Emergency Call Handling Solution’s MRC multiplied by 
(1) the number of seats, and (2) the number of months remaining in the Service Term, if any; and (ii) the Local Access Cancellation 
Charges set forth in the Local Access Service Exhibit, if applicable. If a Managed Emergency Call Handling Solution is canceled by 
Customer other than for Cause, or by CenturyLink for Cause, before the conclusion of a renewal Service Term, Customer will pay a 
Cancellation Charge equal to: (i) 25% of the Managed Emergency Call Handling Solution’s MRC multiplied by (1) the number of seats, 
and (2) the number of months remaining in the Service Term, if any; and (ii) the Local Access Cancellation Charges set forth in the Local 
Access Service Exhibit, if applicable. 
 
5. Disclaimer; Limitations of Lability.  CENTURYLINK MAKES NO WARRANTIES OR REPRESENTATIONS, EXPRESS 
OR IMPLIED, EITHER IN FACT OR BY OPERATION OF LAW, STATUTORY OR OTHERWISE, THAT THE SERVICE, INCLUDING 
ANY SOFTWARE OR FIRMWARE, IS ERROR-FREE; WILL OPERATE WITHOUT INTERRUPTION; IS COMPATIBLE WITH ALL 
EQUIPMENT, HARDWARE, FIRMWARE AND SOFTWARE CONFIGURATIONS; WILL BE PROTECTED FROM MALICIOUS 
ATTACKS, INCLUDING BUT NOT LIMITED TO, DENIAL OF SERVICE ATTACKS, TROJANS, VIRUSES, WORMS AND THAT OTHER 
MALICIOUS ATTACKS WILL NEVER REACH CUSTOMER’S SERVICES. Notwithstanding anything to the contrary, CenturyLink’s total 
liability for Services will not exceed the charges paid by Customer per this Attachment.  
 
6. Security.  CenturyLink will take commercially reasonable efforts to protect the Services that compromise the Managed 
Emergency Call Handling Solution from security threats. Customer will (i) prevent unauthorized access to the Service and notify 
CenturyLink immediately of any unauthorized use of any password or account or any other known or suspected breach of security; (ii) 
notify CenturyLink immediately and use reasonable efforts to stop immediately any copying or distribution of any audio and visual 
information, documentation, and software related to the Service (“Content”), as well as any data, information or material that submitted in 
connection with using the Service (“Service Data”) known or suspected by Customer; and (iii) ensure that use of the Service by all end 
users complies with the terms of all Service Attachments applicable to the Service. Customer will not: (i) license, sublicense, sell, resell, 
transfer, assign, distribute or otherwise commercially exploit or make available to any third party the Service or the Content in any way 
that will allow such third party to; (ii) modify or make derivative works based upon the Service or the Content; (iii) create Internet “links” to 
the Service or “frame” or “mirror” any Content on any other server or wireless or Internet-based device; (iv) send spam or otherwise 
duplicative or unsolicited messages in violation of applicable law; (v) send or store infringing, obscene, threatening, libelous, or otherwise 
unlawful or tortuous material, including material harmful to children or volatile of third party privacy rights; (iv) send or store material 
containing software viruses, worms, Trojan horses or other harmful computer code, files, scripts, agents or programs; (vii) interfere with 
or disrupt the integrity or performance of the Service or the data contained therein, including but not limited to Service Data; (viii) attempt 
to gain unauthorized access to the Service or its related systems or networks; (ix) reverse engineer or access the Service in order to (a) 
build a competitive product or service, (b) build a product using similar ideas, features, functions or graphics of the Service, or (c) copy 
any ideas, features, functions or graphics of the Service. Customer has sole responsibility for the accuracy, quality, integrity, legality, 
reliability, appropriateness and intellectual property ownership or right to use of all Service Data. Customer will not be responsible or liable 
for the deletion, correction, destruction, damage loss or failure to store any Service Data. Customer will be solely responsible for adherence 
to any privacy act or regulation regarding such Service Data. The Managed Emergency Call Handling Solution does not include security 
analytics, penetration testing, compliance, mitigation or remediation unless Customer elects to purchase additional services separately, 
which may be available from CenturyLink subject to CenturyLink approval. 
 
7. Miscellaneous.  If there is a conflict between any of the following documents, the order of control is:  this Attachment, the 
CenturyLink Public Safety 911 Solutions Managed Emergency Call Handling Solution Service Description, the applicable Service 
Schedules, the applicable Service Exhibits, applicable SOWs and the Agreement.  Unless otherwise stated in this Attachment, or 
otherwise in the Agreement, Solution Pricing is exclusive of, and may not be combined with, any other offers, discounts, or promotions.  
All other rate elements not specifically set forth in the Solution Pricing subject to this Attachment are as stated in the Agreement and the 
applicable Service Attachment. Additional Services that are described in the Agreement but not included in the Managed Emergency Call 
Handling may be purchased by Customer separately by a separate Order and are not subject to this Attachment. 
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SALES/INSTALLATION/MAINTENANCE SERVICE SCHEDULE 
 
1. Products and Services Description.  
 
1.1 Product Sales. CenturyLink will provide and Customer will purchase the hardware and/or software (“Products”) specified in the 
valid CenturyLink-issued Quote. Customer will purchase Products to provide public safety emergency communications services.  
 
1.2 Installation. CenturyLink will install Products specified in the valid CenturyLink-issued Quote under the Installation Terms and 
Conditions described in Addendum 1. Products delivered to Customer will be available at site on the estimated installation dates identified 
in Addendum 1. 
 
1.3 Maintenance Services. 
 
(a) Onsite Maintenance. CenturyLink will provide onsite maintenance services for the Products specified in the valid CenturyLink-
issued Quote under the CenturyLink Centurion On-Site Maintenance Terms and Conditions in Addendum 2.  
 
(b) Vendor-provided Remote Maintenance. CenturyLink will charge Customer for any vendor-provided supplemental remote 
maintenance included as part of this Service Schedule. Supplemental maintenance provided by vendors will be under vendor’s terms and 
conditions. Supplemental maintenance terms and conditions for the following vendors are at the websites below, or any successor 
websites designated by the vendors: 
 

▪ Cisco terms and conditions are available at “Cisco Smart Net Total Care” under technical support services at 
http://www.cisco.com/c/en/us/about/legal/service-descriptions.html 

▪ West (formerly Intrado) terms and conditions are available at https://www.west.com/legal-privacy/terms/#call-handling  
 
2. Service Term. The term of the Products will commence on upon execution of this Service Schedule and will continue until 
expiration of the last ordered Maintenance Term as specified in the valid CenturyLink-issued Quote (“Service Term”).  
 
3. Billing and Payment. Customer will pay th emonthly recurring charges (“MRCs”) and non-recurring charges (“NRCs”) related to 
the Services set forth in the valid CenturyLink-issued Quote in accoradance with this Service Schedule. All charges are due within 30 
days of the invoice date and in accordance with the Payment Schedule on Addendum 3.  
 
4. Customer Responsibilities.  Customer will (a) ensure that its personnel are available to receive delivery of Products at site, at a 
date and time to be determined between CenturyLink and Customer; (b) grant reasonable right of entry to CenturyLink's representatives 
to deliver the Products or perform all services contemplated under or by virtue of this Service Schedule, or both, and will make available 
a reasonable amount of appropriate, secure space for storage of Products or parts as necessary; and (c) ensure proper site preparation 
and meet and maintain proper environmental conditions, including air conditioning, cleanliness, temperature requirements, and electrical 
requirements as indicated by the manufacturers of Products specified in the valid CenturyLink-issued Quote. Customer agrees to follow 
the National Emergency Numbering Association (“NENA”) recommendations and guidelines for site preparation as set forth in the NENA 
Technical Information Document 04-502, which can be found at www.nena.org. 
 
5. Title, Invoicing and Security Interest. Ownership and all risk of loss of Product will transfer to Customer upon delivery, except 
damage caused by CenturyLink, its agents or subcontractors. Until Customer pays CenturyLink in full for any Product, Customer (a) grants 
to CenturyLink a continuing security interest in such Product, including additions, replacements and proceeds; (b) authorizes CenturyLink 
to file a financing statement with or without Customer’s signature, and (c) will not transfer the Product or change its name or organizational 
status except upon at least 30 days prior written notice to CenturyLink. 
 
6. Health and Safety Compliance. CenturyLink and Customer will adhere to all applicable health and safety laws, rules and 
regulations including the Occupational Safety and Health Administration's (OSHA) rules and regulations. Customer agrees to certify that 
there is no asbestos on any premises in any areas where CenturyLink will be working. In the event Customer will not certify an asbestos 
free environment or asbestos is discovered in the CenturyLink work area, there may be additional costs to perform under this Service 
Schedule in compliance with OSHA's rules and regulations. Customer understands and agrees this Service Schedule does not include 
the prices attributable to working in an asbestos environment including, but not limited to, asbestos sampling, testing, cleanup, or rerouting 
or delays caused by any of the above. Customer understands and agrees that prices attributable to any of the above will be in addition to 
the price agreed to herein and Customer agrees to pay the additional amounts. Customer's non-compliance with this provision will be 
considered as Customer’s default under this Service Schedule. 
 
7. Customer Acceptance. CENTURYLINK AND CUSTOMER MUST REVIEW AND SIGN THE CUSTOMER ACCEPTANCE 
FORM. THE CUSTOMER ACCEPTANCE FORM OUTLINES CENTURYLINK’S ACCEPTANCE POLICY AND IS INCORPORATED BY 
REFERENCE INTO THIS SERVICE SCHEDULE. IF THERE IS A CONFLICT BETWEEN THE TERMS OF THE CUSTOMER 
ACCEPTANCE FORM AND THE TERMS OF THIS SERVICE SCHEDULE, THE TERMS OF THIS SERVICE SCHEDULE WILL 
CONTROL. CUSTOMER MUST NOTIFY CENTURYLINK IN WRITING AND SPECIFY ANY PORTIONS OF THE PRODUCTS LISTED 
IN THE VALID CENTURYLINK-ISSUED QUOTE THAT ARE UNACCEPTABLE. IF CUSTOMER DOES NOT NOTIFY CENTURYLINK 
WITHIN 10 BUSINESS DAYS FROM THE INSTALLATION DATE OR DELIVERY DATE, WHICHEVER IS APPLICABLE, PRODUCTS 
WILL BE DEEMED ACCEPTED. ANY PRODUCT INSTALLED BY CENTURYLINK IS CONSIDERED ACCEPTABLE AND BILLABLE IF 
IT IS INSTALLED AND OPERATES MATERIALLY IN ACCORDANCE WITH THE MANUFACTURER’S SPECIFICATIONS. 

http://www.cisco.com/c/en/us/about/legal/service-descriptions.html
https://www.west.com/legal-privacy/terms/#call-handling
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CENTURYLINK RESERVES THE RIGHT TO CORRECT ANY PORTION OF A PRODUCT THAT HAS BEEN REJECTED BY 
CUSTOMER. ANY PORTION OF A PRODUCT THAT HAS NOT BEEN REJECTED BY CUSTOMER AND IS FUNCTIONALLY 
DIVISIBLE WILL BE DEEMED ACCEPTED AND MAY BE INVOICED SEPARATELY. MOVES AND CHANGES ARE CONSIDERED 
ACCEPTED WHEN THE DESCRIBED WORK IS MATERIALLY COMPLETED. ANY PORTION OF A PRODUCT THAT IS FOUND TO 
BE UNACCEPTABLE AFTER THE 10-DAY ACCEPTANCE PERIOD MAY BE REPORTED TO THE CENTURYLINK E911 CALL 
CENTER AT 1-800-357-0911.  
 
8. Adds; Changes. Any changes to a Product order or installation request, including an increase in quantity, must be by written 
amendment or by submitting a 911 CPE purchase order (“Purchase Order”) to CenturyLink. The amendment or Purchase Order will be 
signed by authorized representatives of both parties and made a part of this Service Schedule.   
 
9. Right to Subcontract. It is specifically agreed that CenturyLink may subcontract all or any portion of the work without the prior 
written consent of Customer. CenturyLink will remain responsible for the work of any subcontractor. 
 
10. HIPAA. To the extent the Services involve the ongoing storage of or routine access to PHI (as defined under the Health Insurance 
Portability and Accountability Act of 1996, as amended, “HIPAA”), or CenturyLink is otherwise acting as a Business Associate (pursuant 
to HIPAA), CenturyLink will agree to the terms in its then-current Business Associate Agreement upon Customer’s request.    

 
11. Liabilities. OPERATION OF PUBLIC SAFETY SYSTEMS, CUSTOMER PREMISES SERVICES AND PRODUCTS IS THE SOLE 
RESPONSIBILITY OF CUSTOMER. CENTURYLINK'S SOLE UNDERTAKING IS LIMITED TO PROVIDING THE PRODUCTS SOLD 
AND INSTALLATION AND MAINTENANCE OF THE PRODUCTS IN ACCORDANCE WITH THE TERMS AND CONDITIONS OF THIS 
SERVICE SCHEDULE. THE PROVISION OF PRODUCTS SOLD AND SERVICES PERFORMED BY CENTURYLINK TO CUSTOMER 
WILL NOT BE INTERPRETED, CONSTRUED, OR REGARDED, EITHER EXPRESSLY OR IMPLIED, AS BEING FOR THE BENEFIT 
OF, OR CREATING ANY CENTURYLINK OBLIGATION TOWARD ANY THIRD PARTY OR LEGAL ENTITY OTHER THAN CUSTOMER. 
CENTURYLINK'S OBLIGATIONS EXTEND SOLELY TO CUSTOMER.  CENTURYLINK'S ENTIRE LIABILITY FOR ANY CLAIM OR 
LOSS, DAMAGE OR EXPENSE FROM ANY CAUSE WHATSOEVER WILL IN NO EVENT EXCEED THE HIGHER OF THE REPAIR 
OR REPLACEMENT COST OF THE ITEM WHICH DIRECTLY GIVES RISE TO THE CLAIM.  ALL SERVICES AND PRODUCTS ARE 
PROVIDED “AS IS.”. CenturyLink is not responsible for any Product or Service defects or damages resulting from mishandling, abuse, 
misuse, accident, electrical power surges or current fluctuations, Force Majeure Events, improper storage, or operation, including use in 
conjunction with equipment electrically or mechanically incompatible with or of inferior quality to the supplied equipment or failure to 
maintain the environmental conditions specified by the manufacturer or licensor. 
 
12. Software License. One or more of the Products may be or may contain software. In some cases the Products manufacturer 
(CenturyLink's vendor) has embedded such software into the hardware as an integral part of the Products. All software remains the 
property and full ownership of the creator, developer, manufacturer, or copywriter, whichever the case may be. If required by creator, 
developer, manufacturer or copywriter, a license must be agreed to by the end-user (CenturyLink's Customer), to use such software and 
may contain specific terms and conditions for such use. These specific terms and conditions for use are governed entirely by said creator, 
developer, manufacturer, or copywriter and will be adhered to by both parties. Upon the requirement of creator, developer, manufacturer 
or copywriter to execute a software license agreement by end-user, such license must be executed by CenturyLink’s Customer as 
required, and will become a part of this Service Schedule by reference. 
 
13. Other Terms. 
 
13.1 Cancellation and Termination Charges. This Section replaces Section 4.6, the Cancellation and Termination Charges set forth 
in the Agreement: 
 

Cancellation and Termination Charges. Either party may terminate Service: (a) as set forth within this Service Schedule with 
60 days’ prior written notice to the other party, or (b) for Cause. If Service is terminated by Customer for any reason other than 
for Cause or by CenturyLink for Cause prior to conclusion of the applicable Service Term, then Customer will pay the termination 
charges, in addition to any and all charges that are accrued but unpaid as of the termination date. “Cause” means the failure of 
a party to perform a material obligation under the Agreement, which failure is not remedied: (a) for payment defaults by Customer, 
within five days of separate written notice from CenturyLink of such default; or (b) for any other material breach, within 30 days 
after written notice (unless a shorter notice period is identified in a Service Addendum). 

 
13.2 Service Notices. Notices for disconnection of Service must be submitted to CenturyLink via Email at: 
BusinessDisconnects@Centurylink.com. Notices of non-renewal for Services must be sent via e-mail to: CenturyLink, Attn.: CenturyLink 
NoRenew, e-mail: Norenew@centurylink.com. Notices for billing inquiries/disputes or requests for Service Level credits must be submitted 
to CenturyLink via Customer’s portal at https://www.centurylink.com/business/login/ or via Email at: Care.Inquiry@Centurylink.com. All 
other routine operational notices will be provided by Customer to its CenturyLink sales representative. 
 
13.3 Conflicts. If a conflict exists among the provisions of the Service Attachments, the order of priority will be as follows: this Service 
Schedule and its Addendums, the general terms of the Agreement, SLA, SOW (if any) and Order Form, as applicable, and then any other 
documents attached or expressly incorporated into the Agreement.  
  

https://www.centurylink.com/business/login/
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ADDENDUM 1 
INSTALLATION TERMS AND CONDITIONS 

 
1. CenturyLink's Responsibilities. CenturyLink will ensure that the Products set forth in valid CenturyLink-issued Quote have been 
installed according to the manufacturer's specifications. 
 
2. Time and Materials Charges. Additional time and materials charges are applicable under the following circumstances: 
 
2.1 Any modifications to building's electrical system required to install listed Products that are not properly performed or provided by 
Customer; 
 
2.2 Drilling of access holes and provisioning of suitable conduit (if required) from equipment room to dispatch center for cable access 
that are not properly performed or provided by Customer; or 
 
2.3 Customer requests that CenturyLink connect the Products to voice recorder equipment which was not purchased under this Service 
Schedule. 
 
3. Target Dates. 
 
3.1 Installation begin date (estimated):  XX/XX/XXXX  
 
3.2 Installation complete date (estimated):  XX/XX/XXXX 
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ADDENDUM 2 
CENTURIONTM ON-SITE MAINTENANCE SERVICE TERMS AND CONDITIONS 

 
1. General; Definitions. Capitalized terms not defined herein are defined in the Service Schedule or Agreement. 
 

 

“Best Effort Network” means any private or public network that cannot sustain Quality of Service (QoS) for time sensitive traffic from one 
end point to another. 
 

“Cause” means the failure of a party to perform a material obligation under the Service Schedule, which failure is not remedied: (a) for 
payment defaults by Customer, within five days of separate written notice from CenturyLink of such default; or (b) for any other material 
breach, within 30 days after written notice. 

“Center” means the CenturyLink Customer Service Center. 
 

“Covered Hours” means (a) for standard maintenance, 8:00 am to 5:00 pm Local Time, Monday through Friday, excluding CenturyLink-
observed holidays; or (b) for premium maintenance, 24 hours per day, 7 days per week, including CenturyLink observed holidays. 
 

“Covered Product” means CPE hardware and software manufactured by a CenturyLink approved vendor and is part of CenturyLink’s 
standard portfolio for which CenturyLink will provide maintenance coverage as described herein. 
 

“CPE” means any customer equipment, software, and/or other materials of Customer used in connection with the Service.  

“End of Life” or “EOL” means equipment or software that is no longer available or supported by the manufacturer or producer. 
 

“End of Sale” or “EOS” means new equipment or software that is no longer available for purchase from the manufacturer or producer but 
support and replacement equipment is available from the manufacturer or producer. 
 

“Engagement” means when the Center confirms with Customer entitlement to support and technician assignment. 
 

“Field Replaceable Unit” means a circuit board, part, or assembly that can be quickly and easily removed and replaced by a technician 
without having to send the entire product or system to a repair facility. 
 

 “Lease” means a separate agreement with a CenturyLink preferred leasing vendor to finance Service. 
 

“Local Time” means the time zone in which Covered Product is located. 
 

“Maintenance Release” means an incremental release of Software that provides maintenance fixes or corrective content and may provide 
additional Software features. 
 

“MD” means that the Covered Product or Software has been designated by the vendor as no longer supportable by manufacturing, design, 
and related processes. Covered Product designated as MD is no longer available for sale. Software designated as MD may no longer be 
available for upgrades or expansion, depending on the current state of the software. 
 

“Non-Standard Products” means hardware or software purchased from CenturyLink that is not part of CenturyLink standard product 
portfolio and is no longer available for new sale or limited support through the manufacturer. 
 

“Response” means the period of time between (a) when CenturyLink and Customer determine remote diagnostic efforts are inadequate 
to resolve reported problem, a Field Replaceable Unit is identified for replacement or a Maintenance Release is needed; and (b) when 
CenturyLink technician arrives at the site of the Covered Product. 
 

“Service” means CenturyLink maintenance of the Covered Product, which may include embedded software, in accordance with the 
manufacturer’s specifications. 
 

“System Integrity” means: (a) CenturyLink is the Customer’s channel partner of record for Covered Product; and (b) all system hardware 
is covered by this Service or other CenturyLink maintenance services. 
 

"Zip-to-Zone Guide" means the matrix used by CenturyLink to determine Service and Service Level Objective availability. Availability 
information will be provided to Customer upon request. 
 
2. Service and Scope. CenturyLink will provide maintenance on the Products listed in the valid CenturyLink-issued Quote (the 
“Covered Products.”) 
 
3. Term of Centurion On-Site Maintenance Service. CenturyLink will provide Centurion On-Site maintenance service for the 
number of  months specified in the valid CenturyLink-issued Quote (the “Maintenance Term”) beginning upon Customer Acceptance of 
Products. The Maintenance Term may be renewed for annual terms by written amendment. The rates and charges may be revised at the 
time of renewal and any renewal will specify any change in compensation or charges payable to CenturyLink. If Customer requests 
additional maintenance service after the expiration of the Maintenance Term (“Post Maintenance Term”), each Post Maintenance Term 
request will be subject to CenturyLink’s approval, the terms of this Schedule will apply, and charges will be on a time and material basis 
at CenturyLink’s then-current time and material rates until a new Schedule is in place. If Customer orders EOL/EOS under this Schedule, 
the EOL/EOS Term is limited to one-year at a time. All EOL/EOS maintenance and all renewal amendments must be approved by 
CenturyLink. 

 
4. System Integrity. To receive Service from CenturyLink, Customer agrees to maintain System Integrity. CenturyLink reserves the 
right to deny Service if Customer fails to maintain System Integrity including but not limited to adding hardware and software not provided 
by CenturyLink. CenturyLink may request Customer to provide documentation demonstrating System Integrity. 
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5. Service Warranty. CenturyLink warrants that Service will be: (a) provided in a professional manner in accordance with 
CenturyLink’s standard procedures, (b) performed by appropriately knowledgeable and skilled personnel, and (c) conform to the standards 
generally observed in the industry for similar services. 
6. CenturyLink Responsibilities. CenturyLink will perform the following tasks: 

▪ Accept trouble reports 24 hours per day, 7 days per week, including CenturyLink observed holidays 
▪ Perform trouble isolation during Covered Hours 
▪ If CenturyLink and Customer determine an on-site Response is required, CenturyLink will complete Response during Covered 

Hours (a) for standard maintenance, the next business day provided such determination was made before 3:00 PM; or (b) for 
premium maintenance, within four hours 

▪ CenturyLink will make a reasonable effort to arrive at Customer’s site with all required replacement parts 
 
7. Customer Responsibilities. Customer will perform the following tasks: 

▪ Provide information to assist CenturyLink in determining Service entitlement 
▪ Provide serial numbers and specific location of the Covered Product 
▪ Assist CenturyLink in accessing the Covered Product remotely either by modem or Internet 
▪ Provide 30-day notice to CenturyLink of any changes to the Covered Product  
▪ Provide five-day notice to CenturyLink of any changes to the personnel authorized to contact CenturyLink 
▪ Perform due diligence to protect the Covered Product from abuse and misuse 
▪ Comply with all manufacturer environmental requirements 

 
8. Trouble Reports. Customer will report problems with the Covered Product to Center and CenturyLink will follow then-current 
methods and procedures to resolve the trouble report. CenturyLink will work each reported problem based on priority as defined in this 
section. 
 
8.1 Priority 1 (High) – Service Outage: A service outage is the most critical event and is assigned to problems that severely affect 
service, capacity, billing, and maintenance capabilities. Customer’s staff must be available as required by CenturyLink to aid in problem 
diagnosis and provide remote or on-site access to the Covered Product. Examples of priority one events are: 

▪ Total network element outage 
▪ Any loss of safety or emergency capability (e.g., emergency calls such as 911 in North America) 
▪ Total loss of the ability of the system to provide any required critical major alarms 

 
8.2 Priority 2 (Medium) – Service Affecting Impairment: These are issues that affect system operation, maintenance or 
administration and require immediate attention. Their priority is lower than a service outage because, while impacted by the service issue, 
Customer is not inhibited from conducting business. Examples of priority two events are: 

▪ A reduction in capacity or traffic handling capability such that expected loads cannot be handled 
▪ Failure resulting in dynamic routing, switching capability or transport loss 
▪ System restarts, whether or not the system has recovered or not, and where root cause has not been defined 

 
8.3 Priority 3 (Low) – Service Affecting Intermittent Impairment: These are issues that intermittently affect system operation, 
maintenance or administration. Due to their transient nature, resolution of these issues may be protracted. Examples of priority three 
events are: 

▪ Traffic impacting system restarts 
▪ Disruption of billing or accounting capability 

 
8.4 Priority Level 4 – Customer Inquiry: These are issues that require CenturyLink technical assistance such as software application 
issues that do not impact service or follow-up to all other reported problems. 
 
9. Preventative Maintenance Option. Manufacturer of the Covered Product may provide guidance on methods and procedures that 
must be completed to protect warranties and extend the useful life of the Covered Product. CenturyLink will provide preventative 
maintenance information and or guidelines per manufacturer requirements. 
 
10. Service Level Objective (SLO). CenturyLink will make commercially reasonable efforts to (a) complete Engagement within one 
hour after Customer initiation of a trouble report; or (b) complete Response during Covered Hours (i) for standard maintenance, the next 
business day provided need for Response was determined before 3:00 PM; or (ii) for premium maintenance, within four hours after 
determination by Customer and the Center that such Response is required.  
 
11. Remote Access Device. As part of the Service, CenturyLink may install a Remote Access Device (“RAD”) at Customer location 
to allow CenturyLink to remotely diagnose and resolve problems on Covered Product. When connected to the Internet, the RAD initiates 
contact with the CenturyLink management platform. After authentication, a secure tunnel between the CenturyLink management platform 
and RAD is established. The RAD cannot accept incoming requests and is coded to only contact the CenturyLink management platform. 
Customer must return the RAD to CenturyLink within 30 days of termination of the Service. If the RAD is not returned to CenturyLink, 
Customer will be charged $500, unless otherwise agreed to by CenturyLink and Customer. 
 
12. Problem Isolation Billing; Service Exclusions. In the event CenturyLink spends time (a) isolating problems to equipment, 
software, or LAN/WAN elements that are not part of the Covered Product, or (b) associated with Service exclusions, Customer will pay 
CenturyLink for such effort at then-current time and material rates. Service exclusions include: 
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▪ CPE hardware not listed on the valid CenturyLink-issued Quote 
▪ CPE software not listed on the valid CenturyLink-issued Quote unless embedded in the Covered Product 
▪ Products missing serial numbers or other identification required by the manufacturer 
▪ Problems caused by integration with non-CenturyLink provided hardware or software 
▪ Problems associated with Operating Systems not provided by CenturyLink 
▪ Product failure due to manufacturer excluded causes such as accident, abuse or misuse 
▪ Product failure due to non-compliance of electrical or environmental requirements 
▪ Product usage not in accordance to manufacturer specification 
▪ Failure of Customer to follow proper operating procedures 
▪ Servicing not authorized by CenturyLink 
▪ Upgrades of software 

 
13. MD, EOS and EOL Products. CenturyLink will make an annual review of Customer’s Covered Product to identify MD, EOS and 
EOL equipment and software. This Detailed Description excludes MD, EOS and EOL equipment or software from Service. Acceptance of 
a PO for Service does not bind CenturyLink to the maintenance of MD, EOS or EOL equipment or software under this Detailed Description.  
 
14. Non-Standard Products. CenturyLink may purchase Non-Standard Products on behalf of Customer for the purchasing 
convenience of Customer. CenturyLink will review Customer’s Covered Product to identify Non-Standard Products. Acceptance of a PO 
for Service does not bind CenturyLink to maintenance of Non-Standard Products. Service for Non-Standard Products is provided at the 
discretion of CenturyLink and is subject to change without notice. If CenturyLink discontinues support of Non-Standard Products, 
CenturyLink will either: (a) reimburse customer for Service charges associated with Non-Standard Products if Customer received no 
benefit, or (b) charge Customer at then-current time and material rates for support of Non-Standard Products. Support of Non-Standard 
Products is further defined in the Detailed Description for Non-Standard Part Support Service. 
 
15. Non-Disclosed Pre-Existing Issues. Customer must disclose pre-existing issues that have a material impact to the Covered 
Product and would cause CenturyLink to incur an immediate cost to resolve. CenturyLink reserves the right to charge Customer for 
corrective action associated with such non-disclosed pre-existing issues within the first 90 days of the coverage period. 
 
16. Voice over Internet Protocol (VoIP) Quality Exclusion. CenturyLink may perform tasks to maintain QoS for VoIP, on behalf of 
Customer. Nevertheless, CenturyLink makes no warranty on the quality of voice/video transmissions over private or public IP network in 
this Service Schedule. Further, CenturyLink does not recommend VoIP deployments over a Best Effort Network. Customer acknowledges 
that quality issues relative to voice/video transmission may occur on a Best Effort Network. Issues, such as jitter, echo, and dropped calls 
may occur with varied degrees of frequency depending on network use and latency. Trouble reports that have been isolated and diagnosed 
as intermittent QoS issues will be billable to Customer at then-current time and material rates. 
 
17. Termination. If, prior to the conclusion of the Maintenance Term, Service is terminated either by Customer for any reason other 
than Cause or by CenturyLink for Cause, Customer will pay all unpaid billed charges for Service. If Customer is progress billed, Customer 
will also pay the unpaid balance for Service remaining in the Maintenance Term.  
 
18. Lease Option. Customer may pay for Service pursuant to a Lease. CenturyLink will provide the Service to Customer and receive 
payment for the Service from the CenturyLink preferred leasing vendor. If Customer fails to execute such Lease or comply with Lease, 
including without limitation, any requirements for Acceptance of Service, which results in the CenturyLink preferred leasing vendor’s 
refusal to pay CenturyLink in full for Service, Customer agrees to pay CenturyLink in full for Service. 
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ADDENDUM 3 
PAYMENT SUMMARY 

 

1. Product Payment. CenturyLink will invoice Customer for the total amount of Products specified in the CenturyLink-issued Quote 
upon Customer acceptance: 
 

Description Percentage of Total Payment Due 

Date of Acceptance 100% 

 
2 Maintenance Payment Schedule. Customer will pay for the maintenance specified in the CenturyLink-issued Quote in accordance 
with the following payment schedule.  
 

Description Billing Schedule 

Maintenance Term 100% Billed Upon Acceptance 

 
3. Software and Hardware Support Payment Schedule.  Customer will pay for the software upgrade program and vendor-provided 
supplemental remote maintenance specified in the CenturyLink-issued Quote in accordance with the following payment schedule.  The 
Service Term for the software is set forth in the Quote. 
 

Description Billing Schedule 

Software 100% Billed upon Acceptance 
 

*Any labor required and provided by a vendor or CenturyLink will be billed on a time & material basis at then-current rates and charges. 
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LUMEN SASE SOLUTIONS SERVICE SCHEDULE 
 

1.     General. “Lumen” is defined for purposes of this Service Schedule as CenturyLink Communications, LLC d/b/a Lumen 
Technologies Group or its affiliated entities providing Services under this Service Schedule. This Service Schedule applies when 
Customer orders Lumen SASE Solutions (“SASE Service”) which may be designated as  “Lumen Secure Access Service Edge”, “Lumen 
Secure Access Solutions Edge”, “Lumen Secure Access Software Edge”, “Lumen SASE”, “Lumen SASE with Fortinet”, “Lumen SASE 
with VMware”, or “Lumen SASE with Versa” in the Customer Order, pricing attachment, Order acceptance, service delivery, billing and 
related documents. This Service Schedule incorporates the terms of the Master Service Agreement or other service agreement pursuant 
to which Lumen provides services to Customer (the “Agreement”). Terms used but not defined in this Service Schedule will have the 
meaning set forth in the Agreement. In the event of any conflict between the terms of the Agreement and the terms of this Service 
Schedule, this Service Schedule will control with respect to the Services. 
 
1.1       Additional General Terms. These additional terms apply only if they are not already included in your Agreement. Customer 
expressly agrees that Lumen may use third party suppliers to provide the Service, provided that Lumen remains responsible to Customer.  
If changes in applicable law, regulation, rule, or order materially affect delivery of Service, the parties will negotiate appropriate changes 
to this Service Schedule. If the parties cannot reach agreement within 30 days after Lumen’s notice requesting renegotiation, Lumen 
may, on a prospective basis after such 30-day period, pass any increased delivery cost on to Customer. If Lumen does so, Customer 
may terminate the affected Service on notice to Lumen delivered within 30 days of the cost increase taking effect.  
 
All invoices will be issued to Customer and paid in the currency specified in the Order. Customer will pay such invoices free of currency 
exchange costs or bank charges. Service charges are exclusive of taxes and presented without reduction for any Withholding Tax, all of 
which are the responsibility of the Customer. “Withholding Tax” means any amount or account of tax on sources of income which a payor 
is obliged to deduct from payments due to a recipient and account for or to any tax authority. If any payment to be made to Lumen under 
this Service Schedule should be subject to reduction by reason of a Withholding Tax, Customer agrees to pay Lumen such amounts as 
would have been necessary so that the aggregate net amount received by Lumen after application of a Withholding Tax is the same 
amount as would have been received by Lumen if there had been no requirement to deduct or withhold such tax. For Services provided 
outside the United States, Customer or its local affiliate may be required to enter into a separate local country addendum/agreement (as 
approved by local authorities) (“LCA”) with the respective Lumen affiliate that provides the local Service(s). Such Lumen affiliate will 
invoice Customer or its local affiliate for the respective local Service(s). 
 
2.           Services. 
 
2.1 SASE Service Description. SASE Service is a portfolio of WAN and security solutions: Software Defined WAN (SDWAN), 
Security as Next Generation Firewall (NGFW), Secure Web Gateway (SWG), and Remote Access/Zero Trust Network Access (ZTNA). 
SASE Service utilizes a management portal and software deployed on a Lumen-provided customer premise equipment (“CPE”), into a 
Lumen Edge Gateway Service, or into a cloud environment (collectively “SASE Node”). If Customer orders SASE Service provisioned 
through a Lumen Hosted Gateway, the Lumen Hosted Gateway will include one SDWAN instance and one NGFW or SWG instance. 
Except for Lumen Hosted Gateway, SASE Service is available in a single or high availability configuration. SASE Service is offered as a 
Self-Managed or Pro-Managed service. SASE Service is further defined in the Lumen SASE Solutions Service Guide located at 
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html and subject to change upon posting.  
 
2.2 Service Levels. SASE Service is subject to the Lumen Service Level Agreement available at https://www.lumen.com/en-
us/about/legal/business-customer-terms-conditions.html and is subject to change upon posting. If Lumen changes the Lumen Service 
Level Agreement and the change is material and detrimental, Customer may request and receive the last version of the Service Level 
Agreement in effect before the change.   
 
3.          Customer Responsibilities. 
 
3.1       Charges. Notwithstanding anything in the Agreement to the contrary, Lumen will notify Customer of acceptance of requested 
Service in this Order by delivering (in writing or electronically) a confirmation notice ("Order Confirmation Notice”). Lumen will send 
Customer a confirmation notice when the CPE arrives at Customer’s service location (“Delivery Confirmation Notice”). The Service Term 
and Billing will begin on the date Lumen sends the Delivery Confirmation Notice (“Service Commencement Date”). Lumen will bill for any 
On-Site Installation work when the installation is complete. Customer will pay the monthly recurring charges (“MRCs”) and non-recurring 
charges (“NRCs”) as set forth in the Order in accordance with the Agreement. Customer agrees to pay and/or reimburse Lumen for its 
additional time for fees, costs and expenses resulting from Customer’s failure to comply with this Service Schedule and/or Customer’s 
request for changes in Services, unless such change is due to an act or omission of Lumen. In the event that Customer terminates the 
SASE Service prior to the end of the Service Term, Customer must provide Lumen with 60 days’ advanced written notice and Customer 
will pay: (1) all unpaid amounts for Service actually provided; (2) 100% of the remaining monthly recurring charges for months 1-12 of the 
Service Term; (3) 50% of the remaining monthly recurring charges for month 13 through the end of the Service Term; and (4) if not 
recovered by the foregoing, any termination liability payable to third parties resulting from the termination and any out-of-pocket costs 
undertaken by Lumen to provide Service. 
 
Charges for certain Services are subject to (a) a property tax surcharge and (b) a cost recovery fee per month to reimburse Lumen for 
various governmental taxes and surcharges. Such charges are subject to change by Lumen and will be applied regardless of whether 
Customer has delivered a valid tax exemption certificate. For additional details on taxes and surcharges that are assessed, visit 
www.lumen.com/taxes. 

https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
file:///C:/Users/ab34093/Downloads/www.lumen.com/taxes
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3.2       SASE Specific Responsibilities. Customer is responsible for providing design specifications and technical data such as WAN 
circuit information to deploy the Service. Customer is solely responsible for all equipment, software, and other facilities used with the 
Service which are not provided by Lumen. Customer is responsible for scheduling Lumen support resources regardless of service 
management support level. Resource scheduling is available to Customer in the management portal.   
 
Unless Customer purchases On-Site Installation, Customer is responsible for installation. If Customer purchases On-Site Installation, 
Customer will schedule the installation in the management portal and  ensure Lumen and its representatives have access to Customer 
sites for installation as scheduled, including obtaining all landlord approvals or letters of agency. Customer will timely perform all inside 
wiring, outside plant, work, cabling, openings, connections, and/or building alterations and provide standard AC power within 5 feet of the 
installation location to enable delivery of the Service and CPE. Customer will provide adequate wallboard or rackmount space for the 
CPE to be installed. Customer will remove any existing CPE or equipment.  
 
If Customer orders Self-Managed service, Customer is resonsible for activating the SASE Service in the management portal. If Customer 
orders Pro-Managed service, Customer must schedule activation by a Lumen engineer in the management portal.  
 
Customer may not resell the Services and may use the Services only within Customer’s sites. Lumen may provide Customer with 
guidelines for Customer’s network minimum system requirements, environmental requirements, compatibility, and other information 
necessary to use the SASE Service. If Lumen determines that SASE Service is not available at a particular location or if the Customer’s 
environment or network does not meet the specifications needed to use the SASE Service, Lumen has no obligation to provide Service 
at that location. Move or relocation of SASE service requires the Customer to submit and receive approval from Lumen. Customer must 
provide Lumen with 30 days notice before any move or relocation of SASE Service. If Customer fails to so notify Lumen, Customer will 
not be entitled to any service level credits for any service deficiencies that occur as a result of the move or relocation of SASE Service. 
 
3.3          Use Restrictions. Customer will not use Service: (i) for fraudulent, abusive, or unlawful purposes or in any other unauthorized 
or attempted unauthorized manner, including unauthorized or attempted unauthorized access to, or alteration, or abuse of, information; 
(ii) in any manner that causes interference with Lumen’s or another’s use of the Lumen-provided network or infrastructure. Customer will 
cooperate promptly with Lumen to prevent third parties from gaining unauthorized access to the Services, including via Customer’s 
facilities, if applicable; or (iii) in violation of Lumen’s Acceptable Use Policy. Customer will ensure that all Customer data stored, 
transmitted, or processed via the Service complies with applicable law and reasonable information security practices, including those 
involving encryption.  
 
3.4        CPE Return or Replacement. Lumen will provide Customer with instructions on return of CPE. Customer will either (i) deliver 
CPE to Lumen or its supplier or (ii) provide Lumen or its supplier reasonable access to Customer’s premises to retrieve the CPE. CPE 
must be in the same condition it was on delivery to Customer, normal wear and tear excepted. If the return instructions provided to 
Customer state that Customer must deliver CPE to Lumen, Customer must give Lumen written notice of such return. If CPE is not 
delivered to Lumen within 30 calendar days of termination, Customer will become owner of and bear all responsibility for the terminated 
or replaced CPE and Lumen may invoice Customer the then-current value of the applicable CPE model (“Replacement Cost”). If the 
return instructions provided to Customer state that Lumen or its supplier will retrieve the CPE and Customer fails to provide Lumen with 
reasonable access to Customer’s premises within ten (10) calendar days of termination, Lumen may continue to charge for the SASE 
Service. Where CPE is replaced due to loss or damage (for example, damage from accident, misuse, or abuse), Customer will pay: (i) 
the Replacement Cost for the damaged CPE, and (ii) a one-time charge to cover Lumen’s cost to ship the new CPE. Customer is 
responsible for any claim for reimbursement from its insurance carrier. Replacement CPE may or may not be the same model, but will 
provide equivalent functionality in either case. 
 
3.5        Privacy/Data Protection. Customer acknowledges that the Service enables the collection, access, use, storage and sharing of 
Customer traffic, which may include personal information and usage data, and that Lumen and its underlying vendor may have access to 
such information in connection with providing and managing the Services. Customer authorizes Lumen and its underlying vendor to 
collect, access, use, store and share such information for purposes of providing the Services and as otherwise described in this Service 
Schedule and any applicable end user agreement. Customer is responsible for complying with all laws and regulations in connection with 
its use of the Service, including, but not limited to: (a) all privacy and data protection laws and regulations, including those applicable to 
personally identifiable information, Customer traffic, or other sensitive information collected, stored, accessed, processed, or transmitted 
by Customer or its end users and those relating to the encryption of data; and (b) providing notice to, and obtaining any necessary 
consents from employees, end users, contractors, or other users that the Customer traffic and their content or personal information may 
be transferred internationally and accessed, collected, processed and stored by Lumen or its underlying vendor in accordance with this 
Service Schedule and any applicable end user agreement.  
 
In addition, Customer consents to Lumen’s processing and use of Customer traffic and personal information solely in connection with its 
performance of the Services, including any applicable monitoring. Customer is solely responsible for properly configuring and using the 
Service and taking its own steps to maintain appropriate security, protection and backup (if applicable) of any information, data or content, 
which may include the use of encryption technology to protect such information, data or content from unauthorized access or use while 
in transit and at rest. Given that Customer can provision and configure the Services and the Customer environment in ways that may 
reduce its security, notwithstanding anything else to the contrary in the Agreement, Customer acknowledges that it and not Lumen will 
be responsible for whether the Services and Customer environment are configured in a secure manner.   
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3.6       Data Compilation. Customer authorizes Lumen or its underlying vendor to use inspection and monitoring methods to collect, 
gather and compile security event log and similar operational data to look at trends, real or potential threats, and in order to provide and 
improve Service. Lumen may compile or otherwise combine this security event log data with similar data of other customers so long as 
such data is compiled, combined and/or anonymized in a manner that will not in any way reveal the data as being attributable to Customer.  
Aggregated data may be used to market and communicate to customers or shared to assist in mitigating suspected cyber security 
incidences. Customer specific event log data will not be shared without Customer’s consent unless otherwise required by law. Lumen 
may retain event log data for as long as necessary or useful for its uses consistent with this Service Schedule. Lumen has no obligation 
to provide log data to Customer. 
 
3.7       Customer’s Security Policies. Customer is responsible for Customer’s own network security policy and security response 
procedures. Customer acknowledges that Lumen will implement security policies as reasonably directed by the Customer and, 
accordingly, that Customer maintains overall responsibility for maintaining the security of Customer’s network and computer systems. 
Lumen makes no guarantee that the Services under this Service Schedule will be invulnerable to malicious code, deleterious routines, 
and other techniques and tools employed by computer “hackers” and other third parties to create security exposures. LUMEN MAKES 
NO WARRANTY, EXPRESS OR IMPLIED, THAT SECURITY THREATS AND VULNERABILITIES WILL BE DETECTED THAT 
CONTENT WILL BE BLOCKED OR ALLOWED IN ACCORDANCE WITH CUSTOMER’S POLICIES OR THAT THE SERVICES WILL 
RENDER CUSTOMER’S NETWORK AND COMPUTER SYSTEMS SAFE FROM INTRUSIONS AND OTHER SECURITY BREACHES. 
LUMEN MAKES NO WARRANTY THAT THE SERVICES WILL BE UNINTERRUPTED. If any equipment or software not provided by 
Lumen impairs Customer's use of any Service, Customer will nonetheless be liable for payment for all Services provided by Lumen. 
Furthermore, Customer understands and agrees that as a consequence of the operation of the service, Lumen makes no warranty, 
guarantee, or representation, express or implied, that all legitimate communications will be received by Customer. Customer will ensure 
that its systems and networks will have up-to-date security controls and patches and that its systems and networks that connect with 
those included with SASE Service, or that use common network features, have appropriate security controls. Customer agrees to notify 
Lumen in advance of any network changes or activities that could impact Service or reasonably interfere with the monitoring of the 
Service, such as planned outages, configuration changes, maintenance, or systems changes. 
 
3.8 Customer Technical Contacts. Customer will designate one primary and up to two additional Customer technical contacts and 
provide email and telephone contact details for each contact (the “Customer Technical Contacts”). Customer will ensure Customer 
Technical Contacts and all associated details are accurate and current at all times and that at least one Customer Technical Contact is 
reachable 24/7. Lumen will only accept, discuss, or make changes to the Service with the registered Customer Technical Contacts or via 
the management portal.  Requests for changes to the list of Customer Technical Contacts must be made by an existing Customer 
Technical Contact.  
 
3.9 Lumen Provided IP Addresses and Domain Names. If Lumen assigns Customer an IP address as part of the provision of 
Service, the IP address will (to the extent permitted by law) revert to Lumen after termination of the applicable Order for any reason 
whatsoever, and Customer will cease using the IP address. At any time after termination, Lumen may re-assign the IP address to another 
user. If Lumen obtains a domain name for Customer (which may be required in some jurisdictions), Customer will be the sole owner.  
Customer will be solely responsible for: (i) paying any associated fees (including renewal fees); (ii) complying with legal, technical, 
administrative, billing or other requirements imposed by the relevant domain name registration authority; and (iii) modifying the domain 
name if Customer changes service providers. Customer will defend Lumen from any claims arising from Customer’s use of domain names 
(including claims for intellectual property infringement) and pay for any resulting damages or settlement costs.  
 
3.10         Third Party Software. Customer acknowledges and agrees that it is solely responsible for selecting and ensuring that Customer 
provided software and systems, including third party software, is up to date and supportable. Customer’s failure to do so may result in 
Lumen’s inability to provide the Services and Lumen will have no liability therefrom, including for missed Service Levels.  
 
3.11        Lumen Provided Software. If any third-party software, or agent including any corresponding documentation, is required in 
connection with the Service, Customer agrees to use third party software strictly in accordance with all applicable licensing terms and 
conditions, including any click to accept terms required as part of the download/install process. Customer agrees to update software to 
minimum version per Lumen guidelines. 
 
3.12        Ownership. For the SASE Service, no license is conveyed nor is any right, title, or interest in any intellectual property or other 
proprietary right transferred to Customer. Lumen's intellectual property and proprietary rights include any skills, know-how, modifications 
or other enhancements developed or acquired in the course of configuring, providing, or managing the Service. Each party agrees that it 
will not, directly or indirectly, reverse engineer, disassemble, decompile, reproduce, or otherwise attempt to derive source code, trade 
secrets, or other intellectual property from any information, material, software, or technology of the other party, its licensors, or suppliers. 
The software and all copyrights, patent rights, and all intellectual property rights related thereto are the sole and exclusive property of 
Lumen or its licensors. Customer is hereby provided a non-exclusive, limited, non-transferrable, personal, revocable (at Lumen’s sole 
discretion), non-sublicenseable, non-assignable right to access and/or use the software solely in association with the Service; provided, 
however, Customer will not remove any disclaimers, copyright attribution statements or the like from the software and any breach of the 
foregoing will automatically result in termination of any license granted in this Service Schedule. Export restrictions must be followed for 
encryption technology. End user licenses cannot be transferred. Customer has the right to use the software until the expiration or 
termination of the applicable Service Term.  
 
CPE is the personal property of Lumen or its supplier. Notwithstanding that, the CPE, or any part thereof, may be affixed or attached to 
Customer’s real property or any improvements thereon. Customer has no right or interest to the CPE other than as provided in this Service 
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Schedule and will hold the CPE subject and subordinate to the rights of Lumen or its supplier. Customer will: (a) not attempt to sell, 
transfer, or otherwise dispose of CPE, (b) at its own expense, keep the CPE free and clear of any claims, liens, and encumbrances of 
any kind; (c) at all times, keep the CPE at the Customer’s site(s) and reasonable free from movement, external vibration or collision; (d) 
not to cause the CPE to be repaired, serviced or otherwise attended to except by an authorized representative of Lumen or its supplier; 
and (e) make no alterations or affix any additions or attachments to the CPE, except as approved by Lumen in writing.   
 
Customer will not remove, alter, or destroy any words or labels on the CPE and will allow Lumen or its supplier to inspect the CPE at any 
time. Customer must use not less than a reasonable standard of care to store and protect CPE and will be responsible for providing a 
safe and secure environment for the equipment in accordance with Lumen’s specifications. Customer agrees to: (i) not alter or disconnect 
CPE and (ii) notify Lumen as soon as Customer is aware of any circumstances that may adversely affect the CPE or its operation. As 
between Lumen and Customer, Customer will bear the entire risk of loss, theft, casualty, destruction, or damage to the CPE following 
delivery from any cause whatsoever (collectively, “Loss”), until returned to Lumen or its supplier. Customer agrees to advise Lumen in 
writing within five business days of any such Loss. In no event will such Loss relieve Customer of the obligation to pay Lumen any 
amounts due under this Service Schedule. All CPE is subject to the terms and conditions set forth in the manufacturer’s or publisher’s 
warranty or end-user license. 
 
3.13         Insurance.  Without limiting the liabilities or indemnification obligations of Customer, Customer will, at its own cost and expense, 
maintain during the term of this Agreement, such insurance as required under this Service Schedule. The insurance coverage will be 
from a company, or companies, with an A.M. Best’s rating of A-VII and authorized to do business in each state or country where CPE is 
located. Customer may obtain all insurance limits through any combination of primary and excess or umbrella liability insurance. If local 
and/or regional laws stipulate higher values than those defined in this Service Schedule, then Customer must comply with the applicable 
higher value as required by law. 
 
(a)  Commercial General Liability with limits not less than $1,000,000 (USD) or local currency equivalent per occurrence and 
aggregate. 
 
(b)  “All-Risk” property insurance on a replacement cost basis in an amount sufficient to cover the CPE, including Lumen or a third 
party provider designated by Lumen, as loss payee as their interests may appear. 
 
Lumen, its affiliates, subsidiaries, and parent, as well as the officers, directors, employees, and agents of all such entities will be included 
as additional insureds on the Commercial General Liability policy. Policies will be primary and not contributory to insurance which may 
be maintained by Lumen, subject to any and all indemnification provisions of this Agreement. Prior to commencement of work under this 
Agreement, Customer will make available to Lumen evidence of the insurance required in this Service Schedule. 
 
3.14      Residential Use. SASE Service may be deployed at an end user’s residential address (“Residential Use”). Customer 
understands that such Residential Use is an extension of Customer’s SASE Service and Customer is still responsible for compliance with 
the terms of this Service Schedule and the Agreement. Customer acknowledges and agrees that even if Service utilizes the end user’s 
residential internet connection, the Service is solely intended to enable remote connections between Customer corporate networks and 
Customer-authorized, work-related devices. Customer further acknowledges and agrees that improper installation or configuration by its 
end users of personal devices to the Service could potentially result in exposure of personal material, content, or traffic for such personal 
devices to Customer, Lumen and its underlying vendors in the course of configuring, providing and supporting the Service. 
Notwithstanding anything else in the Agreement to the contrary, Customer will: (i) provide all required and appropriate disclosures to its 
users of the Service and obtain all required and appropriate voluntary and fully informed consents; (ii) clearly and effectively communicate 
to its users that the Service is only intended for remote working purposes, only authorized, work related devices may be connected to the 
Service, and the risks associated with the connection of any personal device to the Service; (iii) in the event Customer discovers that a 
personal or any other unauthorized, non-work related device has accessed the Service, take immediate steps to suspend or disable such 
access or device and not use such access to view, monitor, collect, or store any content, data, or usage from such device; and (iv) 
implement and maintain appropriate access controls to its corporate network such that only authorized employees and contractors with 
current login credentials may access the Service using only authorized devices. Customer will defend Lumen from any claims arising 
from Customer’s breach of an obligation in this Section and pay for any resulting damages or settlement costs. 
 
3.15  Firewalls and devices, including any software on such devices, will be maintained and serviced only by or at the specific direction 
of Lumen. Customer will not (and will not permit any third party to) use, combine, modify, open, move, service (or attempt to service) or 
in any way interfere with a firewalls or other equipment or software provided by Lumen except as expressly permitted in writing by Lumen.  
 
3.16  Lumen reserves the right to modify any features or functionalities of the Service upon 90 days’ prior notice to Customer. In the 
event that such modification materially or detrimentally affects the features or functionality of the Service, then Customer, as its sole 
remedy, may notify Lumen of such impact and if Lumen cannot remedy within 30 days, then Customer may cancel the affected Service 
without termination liability with 60 days’ advanced written notice. Additionally, in such case, Lumen will notify Customer via e-mail of 
termination of the affected Service and Customer will not be billed for the terminated Service. Where Lumen procures services from third 
parties, and to the extent that those third parties have the right to change the terms and conditions upon which such access is provided, 
including but not limited to the right to terminate the service and/or to modify rates or charges, notwithstanding anything to the contrary 
in the Agreement, Lumen expressly reserves the right to make corresponding changes with Customer for such services. Lumen will 
provide Customer with as much advanced notice as is reasonable, given the notification provided to Lumen from such third-party provider. 
In the event of a termination, Lumen and Customer will work together in good faith to agree upon and expediently procure another type 
of service. 
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3.17  Management Portal. Customer is responsible for maintaining the confidentiality of and protecting access to all usernames and 
passwords it creates or assigns (collectively, “Credentials”) and assigning appropriate user roles to its authorized users. Customer is 
solely responsible for all activities that occur under the Credentials, including access to content. Customer agrees to notify Lumen promptly 
of any actual or suspected unauthorized use of any Credentials. Lumen reserves the right to terminate upon notice any Credentials that 
Lumen reasonably determines may have been accessed or used by an unauthorized third party. Customer’s primary Customer Security 
Contact will be given access to the management portal in order to facilitate access to reports regarding the Service and as the primary 
portal administrator. All information received by the Customer from Lumen through the management portal’s security areas is deemed 
“Confidential”, is solely for Customer’s internal use and may not be re-distributed, resold or otherwise transmitted outside of Customer’s 
organization. 
 
3.18  Chronic Problems. “Chronic Problem” means a continuing error, conflict, trouble report, or similar issue (individual or collective) 
caused by the Customer that affects performance of the Service. Customer will resolve any Chronic Problem by taking whatever steps 
are deemed necessary to rectify the issue, including, but not limited to: (i) removing or modifying the existing Service configuration; or (ii) 
making network changes in order to adhere to Lumen’s guidelines. Lumen may suspend or terminate the Service if Customer has not 
remedied the Chronic Problem within 30 days of request by Lumen. 
 
4.    Additional Service Limitatons and Disclaimers. 
 
4.1   Disclaimer. Neither Lumen or its subcontractors will be liable for any damages or liabilities however classified including third 
party claims which Customer or third parties may incur as a result of: (i) non-compliance with any standards which apply to Customer; 
and/or (ii) reliance upon (or implementation of recommendations from) results or reports related to the Services; or (iii) loss or corruption 
of data or information transmitted through the Service. Notwithstanding anything to the contrary in any Agreement, Lumen provides no 
indemnities or warranties on the Services. 
 
4.2   Direct Damages. Except for the payment and indemnification obligations of Customer and subject to the Damages Limitations 
provision in the Agreement or similar waiver of consequential damages provision, the total aggregate liability of each party arising from 
or related to this Service Schedule will not exceed the total MRCs, NRCs, and usage charges paid or payable to Lumen for the affected 
Services under this Service Schedule in the six months immediately preceding the first event giving rise to the cause of action (“Damage 
Cap”). With respect to any Service provided to Customer under this Service Schedule that is provided for Customer’s convenience at no 
charge, Lumen will not be responsible or liable for any damages whatsoever and Customer’s sole liability as it is related to Services 
provided at no charge is to terminate the affected Service. 
 
4.3   Additional Disclaimers. LUMEN DOES NOT REPRESENT OR WARRANT THAT THE SERVICE AND ANY SOFTWARE IS 
NON-INFRINGING, OR THAT IT WILL BE UNINTERRUPTED, ERROR-FREE OR VIRUS FREE, FREE FROM ERROR, THAT ANY 
DOCUMENTATION OR MATERIALS ARE COMPLETE OR THAT THE SERVICE OR SOFTWARE WILL MEET OR SUPPORT 
CUSTOMER’S BUSINESS REQUIREMENTS. 
 
 
Updated: November 10, 2023 
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1. General. “Lumen” is defined for purposes of this Service Schedule as CenturyLink Communications, LLC d/b/a Lumen 
Technologies Group or its affiliated entities providing Services under this Service Schedule. This Service Schedule applies when 
Customer orders Lumen SD-WAN Service (“SD-WAN Service”) which may be designated as “SD-WAN”, “SD-WAN Premium”, “Lumen 
SD-WAN with Cisco Meraki”, “SD-WAN Meraki”, “Lumen SD-WAN with Versa Networks” or “Hybrid-WAN Connectivity” in the Customer 
Order, pricing attachment, Order acceptance, service delivery, billing and related documents, and the associated Access Services as 
described in this Service Schedule (collectively, the “Services”). If Customer’s Order reflects the Service as SD-WAN Premium, 
Customer’s Service is Lumen SD-WAN with Versa Networks Service. This Service Schedule incorporates the terms of the Master Service 
Agreement or other service agreement pursuant to which Lumen provides services to Customer (the “Agreement”). Terms used but not 
defined in this Service Schedule will have the meaning set forth in the Agreement. In the event of any conflict between the terms of the 
Agreement and the terms of this Service Schedule, this Service Schedule will control with respect to the Services. 
 
1.1       Additional General Terms. These additional terms apply only if they are not already included in your Agreement. Customer 
expressly agrees that Lumen may use third party suppliers to provide the Service, provided that Lumen remains responsible to Customer.  
If changes in applicable law, regulation, rule, or order materially affect delivery of Service, the parties will negotiate appropriate changes 
to this Service Schedule. If the parties cannot reach agreement within 30 days after Lumen’s notice requesting renegotiation, Lumen 
may, on a prospective basis after such 30-day period, pass any increased delivery cost on to Customer. If Lumen does so, Customer 
may terminate the affected Service on notice to Lumen delivered within 30 days of the cost increase taking effect.  
 
All invoices will be issued to Customer and paid in the currency specified in the Order, Lumen-issued quote, Order Form, or pricing 
attachment. Customer will pay such invoices free of currency exchange costs or bank charges. Service charges are exclusive of taxes 
and presented without reduction for any Withholding Tax, all of which are the responsibility of the Customer. “Withholding Tax” means 
any amount or account of tax on sources of income which a payor is obliged to deduct from payments due to a recipient and account for 
or to any tax authority. If any payment to be made to Lumen under this Service Schedule should be subject to reduction by reason of a 
Withholding Tax, Customer agrees to pay Lumen such amounts as would have been necessary so that the aggregate net amount received 
by Lumen after application of a Withholding Tax is the same amount as would have been received by Lumen if there had been no 
requirement to deduct or withhold such tax. For Services provided outside the United States, Customer or its local affiliate may be required 
to enter into a separate local country addendum/agreement (as approved by local authorities) (“LCA”) with the respective Lumen affiliate 
that provides the local Service(s). Such Lumen affiliate will invoice Customer or its local affiliate for the respective local Service(s). 
 
2.           Services. 
 
2.1 SD-WAN Service Description.  SD-WAN Service allows Customer to securely route traffic over its various network connections 
between Customer’s branch locations and to the internet based on configurations developed by Lumen and Customer. SD-WAN Service 
utilizes software either deployed on a Lumen-provided customer premise equipment (“CPE”) appliance at Customer’s data center or 
branch location (“SD-WAN Device”), into a Lumen Edge Gateway Service, or into a Customer provided cloud environment (“Virtual SD-
WAN”). The CPE associated with SD-WAN is provided on a rental basis as (“Rental CPE”) or purchased by Customer for an NRC 
(“Purchased CPE”).  Lumen or its supplier configures and ships the SD-WAN CPE to the Customer site.  In some cases, repackaged or 
substitute CPE may be used. Lumen supports SD-WAN Service using diverse network controllers (collectively “Controller”) or diverse 
cloud infrastructure and a password-protected management portal (“Management Portal”).  
 
2.2 Administration and Management. The SD-WAN Service is offered as a managed or co-managed service. Lumen will provide 
Customer with access credentials to remotely manage the SD-WAN Service through the Management Portal. Within the Management 
Portal, Customer may make network configuration changes such as routing and security policies on an as needed basis. Lumen resources 
are available 24x7 for support. Lumen is not responsible for outages or security incidents that occur due to Customer changes or 
configuration. If Customer utilizes Lumen management, Customer can submit up to 5 configuration changes per month per site. Lumen 
reserves the right to charge Customer $275, or local currency equivalent, for each configuration request over that amount.  Lumen or its 
supplier will maintain global administrative access to SD-WAN Service at all times and will maintain the root password for all functions. 
Lumen is not responsible for any services, systems, software, or equipment Customer uses with SD-WAN Service which are not provided 
by Lumen. Lumen will not debug problems on, or configure, any internal or external hosts or networks (examples include, but are not 
limited to the following: routers, DNS servers, mail servers, WWW servers, and FTP servers). If Customer’s SD-WAN Service is deployed 
as Virtual SD-WAN, Lumen will not manage Customer’s cloud environment.   
 
The Management Portal also provides Customer with the following analytical information: (i) SD WAN Device status including health and 
reachability (ii) network activity (iii) network performance (iv) SD-WAN Device location (v) firmware summary (vii) alarm summary (viii) 
summary of recent events, (ix) application performance (x) services in use, and (xi) policy violations.   
 
2.3         Edge Gateway Service.  If Customer purchases Lumen SD-WAN with Versa Networks provided through Lumen’s Edge Gateway 
Services, Customer is subject to the Lumen Edge Gateway Services Service Schedule and the Lumen Edge Gateway Services Service 
Guide. The Service Guide terms are located at https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html and 
subject to change. Edge Gateway Services may also be called “Adaptive Virtual Services Premises- Lumen Edge Gateway” or “Adaptive 
Virtual Services Premises” on ordering, invoicing, or other documentation.   
 
2.4           Optional Security Upgrade. Customer may order Security Upgrade at an additional charge. Security Upgrade provides a set 
of firewall, web filtering, and intrusion prevention.  
 

https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
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2.5           SD-WAN Service Additional Options. The Lumen SD-WAN with Versa Networks network Controllers are hosted within Lumen 
facilities, but can also be deployed as private infrastructure in a customer provided environment for an additional charge. SD-WAN CPE 
may be upgraded at additional charge. Subject to availability, Customer may order additional SD-WAN CPE without active software 
license(s) for sparing purposes (“Spare CPE”) for an additional charge. Customer may order two SD-WAN Service packages at the same 
site to create a high-availability resilient network design (“High Availability Service”), where available.  
 
Subject to availability, on-site installation and on-site maintenance may be ordered for the SD-WAN Device at an additional charge for 
each location. The on-site installation option will provide a Lumen technician at the customer premises to support the SD-WAN Device 
activation. The on-site maintenance option will provide a Lumen technician at the customer premises to support the replacement of an 
SD-WAN Device in the event of a device failure. If on-site installation or on-site maintenance are ordered, the technician will be on 
Customer’s premises for up to three (3) hours per SD-WAN Device. If Lumen determines that additional time is needed, Customer will be 
charged an additional $250 per hour per technician plus any charges associated with additional materials. 
 
2.6 Lumen  Procured Third Party Provided Broadband and Cellular Back-Up Service Descriptions. In conjunction with SD-
WAN, Customer may purchase Lumen procured broadband access service and/or cellular back-up access service (“Access Services”, 
“Delta Port Internet Connection”, or “Wireless Backup Service” as applicable)  if available. Broadband access service is an unsecure local 
internet broadband connection. Cellular back-up access service leverages third party cellular network connectivity and is established 
utilizing CPE (internal modem or an external enterprise-class cellular-to-Ethernet bridge) in a back-up only or failover situation. If Customer 
purchases Access Services, those services are subject to the terms of this Service Schedule. If Customer purchases Delta Port Internet 
Connection for broadband service or Wireless Backup Service for cellular back-up access service, Customer must order and contract for 
those services separately.  
  
2.7          Additional Service Description Lumen SD-WAN with Cisco Meraki. The following terms apply for Lumen SD-WAN with 
Cisco Meraki:  
  
(i)              If Customer adds secondary transport other than the embedded cellular access as part of the MX68CW at any site, Lumen 
will not be responsible to alarm on secondary transport.   
 
(ii)           If Customer’s CPE is a MX68CW appliance and Customer orders cellular access service, Lumen SD-WAN with Cisco Meraki 
Service includes Rapid Deploy. Rapid Deploy allows Customer to utilize a 5 GB cellular access service as temporary primary transport 
to the Lumen SD-WAN with Cisco Meraki Service (“Temporary Primary Transport”) for 120 calendar days or the date the primary transport 
is available at the customer premises, whichever is earlier. Upon availabilityof the primary transport, the cellular access service may only 
be used as backup transport. The Temporary Primary Transport is offered on a best efforts basis and Lumen does not provide any service 
level credits for the Temporary Primary Transport.  
 
(iii)        Purchased CPE and Spare CPE are not available for Lumen SD-WAN with Cisco Meraki.  On-site installation is included with 
Lumen SD-WAN with Cisco Meraki Service. On-site maintenance is not available with Lumen SD-WAN with Cisco Meraki Service. The 
Optional Security Upgrade is included at no additional charge with Lumen SD-WAN with Cisco Meraki Service except that the Log 
Collection feature is not available. The co-management option described in 2.2 is only available for Lumen SD-WAN with Cisco Meraki 
with Lumen approval.   
 
2.8        Special Terms for Access Services.   
 
(a) Lumen will use reasonable efforts to procure the Access Service type per Customer site as identified in the Order. However, 
Lumen does not commit that a certain access service type or technology will be available at a Customer site.  

 

(b) If the specific Access Service type set forth in an Order is not available, Lumen will so notify Customer and the Order for Access 
Services at that Customer site (and only that Customer site) will be cancelled (other Customer sites under such Order will not be 
impacted). Additionally, if the MRC or NRC must be increased and/or additional construction costs may apply, Lumen will request 
Customer confirmation of such costs, which confirmation may be provided via e-mail and will be binding on Customer. If Customer fails 
to provide such confirmation within 10 business days, the Order for Access Services at that specific Customer site will be deemed 
cancelled.  

 

(c) Lumen reserves the right to commence billing Customer, and Customer will pay for the Access Service MRCs, if and to the 
extent that (i) such access has been installed; (ii) Lumen is incurring charges from the supplier; and (iii) the remaining completion of 
service installation cannot occur due to Customer delay, inaction, or failure to perform the Customer obligations under this Service 
Schedule. 

 

(d) To the extent that suppliers of Access Service have the right to change the terms and conditions upon which such access is 
provided, including but not limited to the right to terminate the service and/or to modify rates or charges, notwithstanding anything to the 
contrary in the Agreement, Lumen expressly reserves the right to make corresponding changes with Customer for such services.  Lumen 
will provide Customer with as much advanced notice as is reasonable, given the notification provided to Lumen from such supplier. In the 
event of a termination, Lumen and Customer will work together in good faith to agree upon and expediently procure another type of 
Access Service at such Customer site. 
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(e) Stated speeds for access may not be achieved. Actual speeds may vary and are not guaranteed. Effective throughput may be 
affected by several factors including but not limited to: physical layer line issues, overhead from encryption of network traffic, congestion 
within the public Internet, congestion within the underlying supplier access network, TCP window fragmentation, application performance, 
server loads, or performance and latency from inefficient routing paths within the Internet. 
 
(f)      Modification or Termination of Access Services by Lumen. Lumen reserves the right to modify any features or functionalities of the 
Access Services upon 90 days prior notice to Customer. In the event that such modification materially affects the features or functionality 
of these services, then Customer, as its sole remedy, may cancel the affected cellular and/or broadband access service without 
termination liability, as long as Customer notifies Lumen in writing of such termination within 60 days of such notice from Lumen. 
Additionally, Lumen may upon written notice terminate the cellular and/or broadband access service at a site (either before or after Service 
delivery) if Lumen determines that the bandwidth and/or coverage is insufficient to support the service at such site.  In such case, Lumen 
will notify Customer via e-mail of termination of service at such site and Customer will not  pay for the cancelled Access Service at that 
location. 
 
2.9  Service Levels. SD-WAN Service is subject to the Lumen Service Level Agreement available at https://www.lumen.com/en-
us/about/legal/business-customer-terms-conditions.html and is subject to change. If Lumen changes the Lumen Service Level Agreement 
and the change is material and detrimental, Customer may request and receive the last version of the Service Level Agreement in effect 
before the change. 
 
3.          Customer Responsibilities. 
 
3.1       Charges. Customer will pay the monthly recurring charges (“MRCs”), non-recurring charges (“NRCs”), and usage charges (related 
to Access Services, if any) set forth in the Order, Lumen-issued quote, Order Form, or pricing attachment in accordance with the 
Agreement. The SD-WAN Service MRC includes the rental CPE MRCs which may be separately identified in invoices. Customer agrees 
to pay and/or reimburse Lumen for its additional time for fees, costs and expenses resulting from Customer’s failure to comply with this 
Service Schedule and/or Customer’s request for changes in services, unless such change is due to an act or omission of Lumen. In the 
event that Customer terminates the SD-WAN Service and/or Access Service prior to the end of the Service Term, Customer must provide 
Lumen with 60 days’ advanced written notice and Customer will pay early termination liability as set forth in the Agreement.  
 
Charges for certain Services are subject to (a) a property tax surcharge and (b) a cost recovery fee per month to reimburse Lumen for 
various governmental taxes and surcharges. Such charges are subject to change by Lumen and will be applied regardless of whether 
Customer has delivered a valid tax exemption certificate. For additional details on taxes and surcharges that are assessed, visit 
www.lumen.com/taxes. 
 
3.2       SD-WAN Specific Responsibilities. Customer is responsible for providing design specifications, including authentication methods 
and user role information. Customer is solely responsible for all equipment and other facilities used with the Service which are not provided 
by Lumen. Customer will designate one primary and up to two additional Customer security contacts, and provide email and telephone 
contact details for each such contact (the “Customer Security Contacts”). Customer will ensure that Lumen is informed of any changes 
to the designation of, and contact details for, the Customer Security Contacts. Customer will ensure that at least one Customer Security 
Contact is available to be contacted by Lumen at any given time (24x7x365).  
 
Unless Customer purchases on-site installation or on-site installation is included as part of Lumen SD-WAN with Cisco Meraki Service, 
Customer is responsible for installation of service and integration into Customer’s network. Customer will ensure Lumen and its 
representatives have access to Customer sites for installation and maintenance (if purchased) and removal of equipment and Services 
as scheduled, including obtaining all landlord approvals or letters of agency. Customer will timely perform all inside wiring, outside plant, 
work, cabling, openings, connections, and/or building alterations and provide standard AC power to enable delivery of the Service and 
CPE.   
 
Customer may not resell the Services and may use the Services only within Customer’s sites. Lumen may provide Customer with 
guidelines for Customer’s network minimum system requirements, compatibility, and other information necessary to use the SD-WAN 
Service or associated Access Service. If Lumen determines that SD-WAN Service or Access Service is not available at a particular 
location or if the Customer’s environment does not meet the specifications needed to use the SD-WAN Service or Access Service, has 
no obligation to provide Service at that location. Customer must provide Lumen with 30 days notice before any move or relocation of SD-
WAN Service. If Customer fails to so notify Lumen, Customer will not be entitled to any service level credits for any service deficiencies 
that occur as a result of the move or relocation of SD-WAN Service. 
 
3.3          Use Restrictions. Customer will not use Services: (i) for fraudulent, abusive, or unlawful purposes or in any other unauthorized 
or attempted unauthorized manner, including unauthorized or attempted unauthorized access to, or alteration, or abuse of, information; 
(ii) in any manner that causes interference with Lumen’s or another’s use of the Lumen-provided network or infrastructure. Customer will 
cooperate promptly with Lumen to prevent third parties from gaining unauthorized access to the Services, including via Customer’s 
facilities, if applicable; or (iii) in violation of Lumen’s Acceptable Use Policy. Customer will ensure that all Customer data stored, 
transmitted, or processed via the Service complies with applicable law and reasonable information security practices, including those 
involving encryption.  
 

https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
file:///C:/Users/ab34093/Downloads/www.lumen.com/taxes
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If Customer orders Access Services, Customer will not use the cellular access service other than in back-up capacity or in the permissible 
temporary use as Temporary Primary Transport for Lumen SD-WAN with Cisco Meraki Service. Any other use of the cellular access 
service in a primary or non-back-up manner will give Lumen the right to immediately suspend such service and Customer will be liable to 
Lumen for any overage fees that may be charged to Lumen for use of the cellular access service beyond a failover. Lumen is not 
responsible, however, for monitoring for such usage by Customer. Without limitation to Lumen’s other remedies under the Agreement, 
Lumen reserves the right to charge, and Customer agrees to pay, for any misuse of cellular access services or its components, and/or 
for such usage in excess of Lumen’s established data pool for Customer, separately at the rates then charged to Lumen by the third party 
cellular provider. Additionally, if Lumen provides Customer notice of such use of which Lumen becomes aware, Lumen may terminate 
the cellular access service within 10 days of such notice if such use does not cease.   

  
3.4        Rental CPE Return or Replacement. Lumen will provide Customer with instructions on return of Rental CPE. Customer will 
either (i) deliver Rental CPE to Lumen or its supplier or (ii) provide Lumen or its supplier reasonable access to Customer’s premises to 
retrieve the Rental CPE. Rental CPE must be in the same condition it was on delivery to Customer, normal wear and tear excepted. If 
the return instructions provided to Customer state that Customer must deliver Rental CPE to Lumen, Customer must give Lumen written 
notice of such return. If Rental CPE is not delivered to Lumen within 30 calendar days of termination, Customer will become owner of and 
bear all responsibility for the terminated or replaced Rental CPE and Lumen may invoice Customer the then-current value of the applicable 
Rental CPE model (“Replacement Cost”). If the return instructions provided to Customer state that Lumen or its supplier will retrieve the 
Rental CPE and Customer fails to provide Lumen with reasonable access to Customer’s premises within ten (10) calendar days of 
termination, Lumen may continue to charge for the SD-WAN Service.  Where Rental CPE is replaced due to loss or damage (for example, 
damage from accident, misuse, or abuse), Customer will pay: (i) the Replacement Cost for the damaged CPE, and (ii) a one-time charge 
to cover Lumen’s cost to ship the new Rental CPE. If on-site maintenance is not available and Customer requires on-site assistance from 
Lumen to install the replacement CPE, an additional dispatch charge will apply. Lumen will quote the charges in advance, obtain 
Customer’s approval, and invoice the charges within 60 days. Customer is responsible for any claim for reimbursement from its insurance 
carrier. Replacement CPE may or may not be the same model, but will provide equivalent functionality in either case. 
 
3.5  Purchased CPE. All Purchased CPE sales are final. Ownership and all risk of loss of Product will transfer to Customer upon 
delivery, except damage caused by Lumen, its agents or subcontractors. Lumen will invoice Customer for Purchased CPE when SD-
WAN Service is installed. Until Customer pays Lumen in full for any Product, Customer (a) grants to Lumen a continuing security interest 
in such Product, including additions, replacements and proceeds; (b) authorizes Lumen to file a financing statement with or without 
Customer’s signature, and (c) will not transfer the Product or change its name or organizational status except upon at least 30 days prior 
written notice to Lumen. During the initial Service Term for the SD-WAN Service, Purchased CPE is eligible for the Managed Device 
Replacement Service Level in the Lumen Service Level Agreement. After the initial term, Purchased CPE is not eligible for the Managed 
Device Replacement Service Level but Lumen will pass-through and assign to Customer all applicable warranties provided by the 
manufacturer of the applicable CPE. Lumen disclaims any liability for loss, damage or injury to any party as a result of any defects, latent 
or otherwise, in any Product. Lumen is not: (a) a manufacturer of CPE; (b) a party to any agreement between Customer and a CPE 
manufacturer for services provided directly by the CPE manufacturer to Customer (e.g., maintenance and extended warranty services); 
and (c) bound by or liable for any representation, warranty, or promise made by a CPE manufacturer. Customer acknowledges that 
Lumen services are subject to export control and economic sanctions laws of the United States and other countries. Customer will not 
use services or move Purchased Equipment to a location in a country subject to comprehensive economic sanctions. If Customer violates 
this section, Lumen may, upon written notice to Customer, immediately terminate the affected Lumen services without liability to Lumen. 
 
3.6        Privacy/Data Protection. Customer acknowledges that the Service enables the collection, access, use, storage and sharing of 
Customer traffic, which may include personal information and usage data, and that Lumen and its underlying vendor may have access to 
such information in connection with providing and managing the Services. Customer authorizes Lumen and its underlying vendor to 
collect, access, use, store and share such information for purposes of providing the Services and as otherwise described in this Service 
Schedule and any applicable end user agreement. Customer is responsible for complying with all laws and regulations in connection with 
its use of the Service, including, but not limited to: (a) all privacy and data protection laws and regulations, including those applicable to 
personally identifiable information, Customer traffic, or other sensitive information collected, stored, accessed, processed, or transmitted 
by Customer or its end users and those relating to the encryption of data; and (b) providing notice to, and obtaining any necessary 
consents from employees, end users, contractors, or other users that the Customer traffic and their content or personal information may 
be transferred internationally and accessed, collected, processed and stored by Lumen or its underlying vendor in accordance with this 
Service Schedule and any applicable end user agreement.  
 
In addition, Customer consents to Lumen’s processing and use of Customer traffic and personal information solely in connection with its 
performance of the Services, including any applicable monitoring. Customer is solely responsible for properly configuring and using the 
Service and taking its own steps to maintain appropriate security, protection and backup (if applicable) of any information, data or content, 
which may include the use of encryption technology to protect such information, data or content from unauthorized access or use while 
in transit and at rest. Given that Customer can provision and configure the Services and the Customer environment in ways that may 
reduce its security, notwithstanding anything else to the contrary in the Agreement, Customer acknowledges that it and not Lumen will 
be responsible for whether the Services and Customer environment are configured in a secure manner.   
 
3.7       Data Compilation. Customer authorizes Lumen or its underlying vendor to use inspection and monitoring methods to collect, 
gather and compile security event log and similar operational data to look at trends, real or potential threats, and in order to provide and 
improve Service.  Lumen may compile or otherwise combine this security event log data with similar data of other customers so long as 
such data is compiled, combined and/or anonymized in a manner that will not in any way reveal the data as being attributable to Customer.  
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Aggregated data may be used to market and communicate to customers or shared to assist in mitigating suspected cyber security 
incidences. Customer specific event log data will not be shared without Customer’s consent unless otherwise required by law. Lumen 
may retain event log data for as long as necessary or useful for its uses consistent with this Service Schedule. Lumen has no obligation 
to provide log data to Customer. 
 
3.8       Customer’s Security Policies. Customer is responsible for Customer’s own network security policy and security response 
procedures. Customer acknowledges that Lumen will implement security policies as reasonably directed by the Customer and, 
accordingly, that Customer maintains overall responsibility for maintaining the security of Customer’s network and computer systems. 
Lumen makes no guarantee that the Services under this Service Schedule will be invulnerable to malicious code, deleterious routines, 
and other techniques and tools employed by computer “hackers” and other third parties to create security exposures. LUMEN MAKES 
NO WARRANTY, EXPRESS OR IMPLIED, THAT SECURITY THREATS AND VULNERABILITIES WILL BE DETECTED THAT 
CONTENT WILL BE BLOCKED OR ALLOWED IN ACCORDANCE WITH CUSTOMER’S POLICIES OR THAT THE SERVICES WILL 
RENDER CUSTOMER’S NETWORK AND COMPUTER SYSTEMS SAFE FROM INTRUSIONS AND OTHER SECURITY BREACHES. 
LUMEN MAKES NO WARRANTY THAT THE SERVICES WILL BE UNINTERRUPTED. If any equipment or software not provided by 
Lumen impairs Customer's use of any Service, Customer will nonetheless be liable for payment for all Services provided by Lumen. 
Furthermore, Customer understands and agrees that as a consequence of the operation of the service, Lumen makes no warranty, 
guarantee, or representation, express or implied, that all legitimate communications will be received by Customer. Customer will ensure 
that its systems and networks will have up-to-date security controls and patches and that its systems and networks that connect with 
those included with SD-WAN Service, or that use common network features, have appropriate security controls. Customer agrees to 
notify Lumen in advance of any network changes or activities that could impact Service or reasonably interfere with the monitoring of the 
Service, such as planned outages, configuration changes, maintenance, or systems changes. 
 
3.9          Additional Customer Responsibilities for Lumen SD-WAN with Cisco Meraki. Customer agrees to all applicable terms and 
conditions set forth by the manufacturer or publisher including any end-user license agreement, warranties, and return material 
authorization policies.  Specifically, Customer agrees to the non-negotiable, online End User License Agreement terms and conditions 
and any applicable supplemental license terms found at https://www.cisco.com/c/en/us/about/legal/cloud-and-
software/end_user_license_agreement.html (“End User License Agreement”). Customer represents and warrants that it will not use the 
Service or make the Service available to other parties to use in any circumstance that requires compliance with ITAR, FedRAMP, similar 
compliance standards or any other legal or contractual restrictions on non-United States access, transmission or support. Customer must 
have access to the public internet. If Customer adds non-Lumen transport with Lumen SD-WAN with Cisco Meraki Service at any site, 
Customer must ensure that the Customer provided transport is compatible with Lumen’s existing networking infrastructure and equipment, 
including the SD-WAN CPE. 
 
(i) Lumen SD-WAN with Cisco Meraki Bundles. If Lumen SD-WAN with Cisco Meraki is ordered in conjunction with Lumen provided 
transport as a bundle, these additional terms and conditions apply. Customer must order Lumen provided transport as set forth in the 
Order to be used in conjunction with the Lumen SD-WAN with Cisco Meraki Service. If either the Lumen SD-WAN with Cisco Meraki 
Service or the associated Lumen provided transport service  is cancelled by Customer (before or after Lumen notifies Customer that the 
services are ready for use) or terminated pursuant to section 2.8, all Lumen SD-WAN with Cisco Meraki Service(s) and Lumen provided 
transport services at that location will be deemed cancelled. In this event, Customer will pay any applicable cancellation or termination 
charges unless the Lumen provided transport service is terminated pursuant to 2.8. If Customer adds non-Lumen transport with Lumen 
SD-WAN with Cisco Meraki Service at any site, Lumen will not be responsible to manage that transport. 

 
(ii)       Additional Charges Terms for Lumen SD-WAN with Cisco Meraki. If Customer orders Access Service(s) or MTU Access with 
Lumen SD-WAN with Cisco Meraki Service, the SD-WAN Service MRC also includes the Access Service(s) or MTU Access MRCs, as 
applicable, which may be separately identified in invoices. At the expiration of the Service Term, Lumen SD-WAN with Cisco Meraki 
Service will renew for consecutive 12-month periods at the existing rates, subject to adjustment by Lumen on 30 days’ written notice 
before the beginning of the renewal period. 

 
3.10         Ownership. For the SD-WAN Service, no license is conveyed nor is any right, title, or interest in any intellectual property or 
other proprietary right transferred to Customer. Lumen's intellectual property and proprietary rights include any skills, know-how, 
modifications or other enhancements developed or acquired in the course of configuring, providing, or managing the Service. Each party 
agrees that it will not, directly or indirectly, reverse engineer, disassemble, decompile, reproduce, or otherwise attempt to derive source 
code, trade secrets, or other intellectual property from any information, material, software, or technology of the other party, its licensors, 
or suppliers. The software and all copyrights, patent rights, and all intellectual property rights related thereto are the sole and exclusive 
property of Lumen or its licensors. Customer is hereby provided a non-exclusive, limited, non-transferrable, personal, revocable (at 
Lumen’s sole discretion), non-sublicenseable, non-assignable right to access and/or use the software solely in association with the 
Service; provided, however, Customer will not remove any disclaimers, copyright attribution statements or the like from the software and 
any breach of the foregoing will automatically result in termination of any license granted in this Service Schedule. Export restrictions 
must be followed for encryption technology. End user licenses cannot be transferred. Customer has the right to use the software until the 
expiration or termination of the applicable Service Term.  
 
Rental CPE is the personal property of Lumen or its supplier. Notwithstanding that, the Rental CPE, or any part thereof, may be affixed 
or attached to Customer’s real property or any improvements thereon. Customer has no right or interest to the Rental CPE other than as 
provided in this Service Schedule and will hold the CPE subject and subordinate to the rights of Lumen or its supplier. Customer will: (a) 
not attempt to sell, transfer, or otherwise dispose of Rental CPE, (b) at its own expense, keep the Rental CPE free and clear of any 

https://imss91-ctp.trendmicro.com/wis/clicktime/v1/query?url=https%3a%2f%2fwww.cisco.com%2fc%2fen%2fus%2fabout%2flegal%2fcloud%2dand%2dsoftware%2fend%5fuser%5flicense%5fagreement.html&umid=6A1F0645-A447-C705-9E9D-71A8846BEA2B&auth=19120be9529b25014b618505cb01789c5433dae7-60e583e9b839fbd57b03e17cdd47c88f08cae139
https://imss91-ctp.trendmicro.com/wis/clicktime/v1/query?url=https%3a%2f%2fwww.cisco.com%2fc%2fen%2fus%2fabout%2flegal%2fcloud%2dand%2dsoftware%2fend%5fuser%5flicense%5fagreement.html&umid=6A1F0645-A447-C705-9E9D-71A8846BEA2B&auth=19120be9529b25014b618505cb01789c5433dae7-60e583e9b839fbd57b03e17cdd47c88f08cae139
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claims, liens, and encumbrances of any kind; (c) at all times, keep the Rental CPE at the Customer’s site(s) and reasonable free from 
movement, external vibration or collision; (d) not to cause the Rental CPE to be repaired, serviced or otherwise attended to except by an 
authorized representative of Lumen or its supplier; and (e) make no alterations or affix any additions or attachments to the Rental CPE, 
except as approved by Lumen in writing.   
 
Customer will not remove, alter, or destroy any words or labels on the Rental CPE and will allow Lumen or its supplier to inspect the 
Rental CPE at any time. Customer must use not less than a reasonable standard of care to store and protect Rental CPE and will be 
responsible for providing a safe and secure environment for the equipment in accordance with Lumen’s specifications. Customer agrees 
to: (i) not alter or disconnect Rental CPE and (ii) notify Lumen as soon as Customer is aware of any circumstances that may adversely 
affect the Rental CPE or its operation. As between Lumen and Customer, Customer will bear the entire risk of loss, theft, casualty, 
destruction, or damage to the Rental CPE following delivery from any cause whatsoever (collectively, “Loss”), until returned to Lumen or 
its supplier. Customer will indemnify, defend, and hold harmless Lumen, its affiliates, and suppliers for any such Loss. Customer agrees 
to advise Lumen in writing within five business days of any such Loss. In no event will such Loss relieve Customer of the obligation to 
pay Lumen any amounts due under this Service Schedule. All CPE is subject to the terms and conditions set forth in the manufacturer’s 
or publisher’s warranty or end-user license. 
 
3.11         Insurance.  Without limiting the liabilities or indemnification obligations of Customer, Customer will, at its own cost and expense, 
maintain during the term of this Agreement, such insurance as required under this Service Schedule. The insurance coverage will be 
from a company, or companies, with an A.M. Best’s rating of A-VII and authorized to do business in each state or country where Rental 
CPE is located. Customer may obtain all insurance limits through any combination of primary and excess or umbrella liability insurance.  
If local and/or regional laws stipulate higher values than those defined in this Service Schedule, then Customer must comply with the 
applicable higher value as required by law. 
 
(a)  Commercial General Liability with limits not less than $1,000,000 (USD) or local currency equivalent per occurrence and 
aggregate. 
 
(b)  “All-Risk” property insurance on a replacement cost basis in an amount sufficient to cover the Rental CPE, including Lumen or 
a third party provider designated by Lumen, as loss payee as their interests may appear. 
 
Lumen, its affiliates, subsidiaries, and parent, as well as the officers, directors, employees, and agents of all such entities will be included 
as additional insureds on the Commercial General Liability policy. Policies will be primary and not contributory to insurance which may 
be maintained by Lumen, subject to any and all indemnification provisions of this Agreement. Prior to commencement of work under this 
Agreement, Customer will make available to Lumen evidence of the insurance required in this Service Schedule. 
 
3.12     Residential Use. Subject to Lumen prior approval, SD-WAN Service may be deployed at an end user’s residential address 
(“Residential Use”). Customer understands that such Residential Use is an extension of Customer’s SD-WAN Service and Customer is 
still responsible for compliance with the terms of this Service Schedule and the Agreement. Customer acknowledges and agrees that 
even if Service utilizes the end user’s residential internet connection, the Service is solely intended to enable remote connections between 
Customer corporate networks and Customer-authorized, work-related devices. Customer further acknowledges and agrees that improper 
installation by its end users of personal devices to the Service could potentially result in exposure of personal material, content, or traffic 
for such personal devices to Customer, Lumen and its underlying vendors in the course of configuring, providing and supporting the 
Service. Notwithstanding anything else in the Agreement to the contrary, Customer will: (i) provide all required and appropriate disclosures 
to its users of the Service and obtain all required and appropriate voluntary and fully informed consents; (ii) clearly and effectively 
communicate to its users that the Service is only intended for remote working purposes, only authorized, work related devices may be 
connected to the Service, and the risks associated with the connection of any personal device to the Service; (iii) in the event Customer 
discovers that a personal or any other unauthorized, non-work related device has accessed the Service, take immediate steps to suspend 
or disable such access or device and not use such access to view, monitor, collect, or store any content, data, or usage from such device; 
and (iv) implement and maintain appropriate access controls to its corporate network such that only authorized employees and contractors 
with current login credentials may access the Service using only authorized devices. Customer agrees to defend, indemnify and hold 
Lumen harmless from and against any claims, costs, damages, or liabilities arising from or relating to Customer’s breach of an obligation 
in this Section. 
 
4.    Reserved. 
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1. General.  This Service Schedule is applicable only where Customer orders Network Firewall Service (“Network Firewall Service”) 
which may be designated as “Enterprise Security Gateway” (ESG), “Adaptive Network Security” (ANS), or “Network Based Security” 
(NBS), and related features as further described below in the Order, Order acceptance, service delivery, billing and related documents 
(collectively, the “Services”). Services may be provided by CenturyLink Communications, LLC d/b/a Lumen Technologies Group or its 
affiliated entities (“Lumen”). This Service Schedule incorporates the terms of the Master Service Agreement or other service agreement 
pursuant to which Lumen provides services to Customer (the “Agreement”). Terms used but not defined in this Service Schedule will 
have the meaning set forth in the Agreement.  In the event of any conflict between the terms of the Agreement and this Service Schedule, 
this Service Schedule will control. 
 
1.1 Additional General Terms.  For Services provided outside the United States, Customer or its local affiliate may be required to 
enter into a separate local country addendum/agreement (as approved by local authorities) (“LCA”) with the respective Lumen affiliate 
that provides the local Service(s). Such Lumen affiliate will invoice Customer or its local affiliate for the respective local Service(s). 

 
2.         Services.  Network Firewall Service is a security service that manages and monitors traffic between the Internet and Customer’s 
separately purchased Lumen MPLS/IP VPN network, Lumen IQ® Networking Private Port, Lumen Internet services, or third-party Internet 
services. Lumen continually makes improvements to the Service and reserves the right to make any updates, error corrections, bug fixes, 
and other feature changes or modifications to any software, equipment or hardware utilized by Lumen to provide the Services, at any 
time. Lumen will use reasonable efforts to make changes during Regularly Scheduled  Maintenance.    Customer must purchase at least 
one (1) Lumen provided MPLS/IP VPN port to utilize ANS Site with Secure Access Cellular Service.  MPLS/IP VPN is sold under separate 
terms and conditions.  
 
2.1 Service Features.  The following additional service features may be purchased by Customer: 
 
(a) Firewall.  Firewall provides monitoring of Customer’s web and file transactions using a unified threat management (UTM) device 
installed by Lumen within a Gateway.  Firewall uses template-based firewall configurations to filter inbound and outbound traffic.  The 
Firewall feature also creates security logs that provide reports of corporate web activity and malicious content blocked.  Security logs are 
only retained for a limited period of time.  If the logs are available, Customer may request a copy for an additional charge.  
   
(b) Intrusion Detection and Prevention (“IDS/IPS”). The IDS/IPS feature monitors Customer’s network traffic on a 24x7 basis for 
attack and misuse signatures.  IDS detects and monitors web and network transaction activities for suspicious and/or malicious traffic or 
firewall policy violations and, if detected, provides electronic alerts via the Portal.  IPS is a network security/threat prevention tool that 
examines network traffic flows to help prevent vulnerability exploits.  The IPS firewall policy consists of a set of signatures, each of which 
has a severity and has a defined action to “pass,” “alert” or “block.” 
 
(c) Content Filtering. Content Filtering feature is designed to classify and block known malicious URLs from affecting Customer’s 
environment. “Good” URLs are categorized to help enable Customer to apply Internet usage policies. 
 
(d)        Application Awareness and Control with ANS Premium. Application Awareness and Control is a feature that (1) enables 
visibility to traffic passing through the firewall using advanced application identification, (2) provides controls by enforcing selected firewall 
policies based on application identification. 
 
(e) Data Loss Prevention (“DLP”). The DLP feature scans or filters outbound traffic to detect potential data ex-filtration 
transmissions.  DLP is designed to monitor,  detect, block information designated as sensitive by the Customer, and alert Customer to 

take action.  
  
(f) Anti-Malware Sandboxing.  Anti-Malware Sandboxing analyzes files by looking for malicious indicators, including host changes, 
outbound traffic, and attempts to bypass anti-virus analysis.  If detected, a signature to address the threat is created and implemented. 
 
(g) Adaptive Network Security Mobility.  Adaptive Network Security Mobility may be delivered by Secure Sockets Layer Virtual 
Private Network (“SSL VPN”) or by IPSEC. Delivery by SSL VPN requires an Internet connection and a standard SSL enabled web 
browser.  If delivered by SSL VPN, Adaptive Network Security Mobility securely provides access to Customer’s internal network for remote 
users and allows Customer’s end users to remotely connect to Customer’s network. At the external port, the URL directs the traffic to 
Customer’s appropriate network access point.  If delivered by IPSEC, Customer’s or the applicable end user is required to license and 
install Endpoint Client Software on the end user’s work station. Lumen is not responsible for issues caused by the installation or use of 
the Endpoint Client Software on Customer devices.  Export restrictions must be followed for encryption technology. Adaptive Network 
Security Mobility provides an encrypted layer 3 connection into Customer’s network.   
 
(h)          Log Streaming.  Log Streaming is an optional feature available with certain Service package types as determined by Lumen that 
allows Customers to receive logs and security event data at Customer's designated infrastructure destination for third party event 
monitoring and in-house analytics. 
 
Customer acknowledges that Log Streaming service must be setup over an encrypted session.  This Log Streaming feature requires 
Customer to provide Lumen with a digital SSL certificate to be loaded on to Log Streaming platform in order for the traffic to be sent over 
an encrypted session.  Customer is responsible for configuring Customer's SIEM (Security Information and Event management) platform 
and network environment to allow, accept and store logs and/or security events transmitted by Lumen. The Log Streaming feature delivers 
Event notifications for up to 2 Customer provided SIEM or IP addresses. Customer acknowledges that Event notifications sent to the 
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SIEM are delivered over the Internet and such delivery may fail due to Internet connectivity issues outside of Lumen’s control. Customer, 
and not Lumen is responsible for storage of the logs received; however, Lumen has the ability to send/resend buffered logs if needed for 
up to 14 days.  Customer acknowledges and agrees that Log Streaming is provided “as-is” and “as available” and Lumen will have no 
liability related to or arising from use by Customer of this feature. 
 
(i)        Visualization.  Threat Visualization provides a fixed single portal view of the near real time threat landscape for Adaptive Network 
Security Basic and Premium Services. Customers can view interactions with malicious sites, but no automated actions are taken. 
 
(j)     Rapid Threat Defense.  Rapid Threat Defense is available with the Adaptive Network Security Premium Service package, is an 
automated threat detection and response capability designed to detect and block threats based on Customer’s defined Adaptive Network 
Security Firewall policies. The Customer selects a security posture based on threat risk score.  When threats are discovered that meet 
or exceed the selected risk score, countermeasures designed to block or prevent access to the malicious entities are automatically 
deployed and augmented to Adaptive Network Security Firewall policies. Customers must set a security posture threshold for the 
automated response to take effect, except for Allow and Block IPv4 CIDR lists. These lists are independent of a security posture risk 
score settings and always take precedence on the ANS Firewall instance policy. Due to the varying nature of malicious activity, Lumen 
cannot guarantee that all malicious activities or sites intended to be blocked will be identified, detected and blocked.  Customer 
acknowledges that Lumen is implementing actions at Customer’s request and in accordance with Customer identified criteria and Lumen 
is not responsible for the effectiveness of the blocking of all offending sites or malicious activities. Customer’s can view automated actions 
via Threat Visualization. 
 
Customer networks with multiple Adaptive Network Security Gateway Firewall instances must enable Premium Service Level Package 
across all Gateway firewall instances. Failure to do so may result in the override of Customer owned and managed premises firewall 
policies with Rapid Threat Defense. 
 
(k)      Digital Certificate exchange. The Lumen Certificate Management System (CMS) platform is an automated, systematic and secure 
way for Customers to generate, store and place and/or change digital certificates on Lumen security devices. The CMS provides auditable 
security around the handling and storage of all digital key materials of Customer within a private container and security with an 
independent encryption key. Lumen provides a secure process to move the certificate from that secure storage to the security end device 
within Lumen’s private management network, via a secure Transport Layer Security (TLS) protocol, endpoint connection validation, and 
role-based access control (RBAC) for the account used to authenticate the actions requested.  The CMS feature is made available to 
Customer as a convenience  and is provided “as-is” and “as-available” with no applicable SLA. 
 
(l)  ANS – Site.  ANS – Site enables Customer to set up a network connection and establish an encrypted IPSEC tunnel across the 
Public Internet between the Customer remote location via configuration and deployment of a Customer owned or Lumen managed router 
or premises firewall, with aggregation through ANS to Customer’s Lumen provided MPLS/ IP VPN,  another ANS-Site with ANS Basic no 
Features, and/or the Public Internet with ANS Basic or Premium features.  
  
ANS Site Remote Access IPSEC Non-Standard Encryption. ANS offers a remote access IPSEC Virtual Private Network (VPN) 
capability that enables Customer to build VPNs over the public internet by encrypting traffic between each VPN endpoint using IPSEC. 
When ordered by Customer, Lumen will configure and support a Lumen non-standard IPSEC VPN with no phase 2 encryption algorithm 
for the  purpose of connecting to the Customer’s contracted public cloud security provider. This type of IPSEC configuration does not 
encrypt the data traversing the VPN and is commonly referred to as an IPSEC NULL Encryption tunnel. As defined within RFC2410, 
NULL encryption is only suitable where data confidentiality is not a concern. Lumen is not responsible for any Customer security 
vulnerabilities or sub-standard performance over the encrypted tunnel due to the lack of phase 2 encryption at the ANS Gateway. 
 
(m) Secure Access – Cellular: Secure Access Cellular (“collectively SAC”) leverages third party cellular network connectivity and 
is established utilizing Lumen managed or customer-provided customer premises equipment (CPE) that includes: (1) external enterprise-
class cellular to Ethernet bridge device; and (2) router to provide IPSEC connectivity to the Lumen network in a back-up only or failover 
situation to Lumen MPLS/IP VPN. Lumen provides SAC on a commercially reasonable efforts basis. Lumen does not make any 
commitment of levels of service, coverage or class of service over third party cellular service. Lumen managed router associated with 
SAC is subject to the separate terms of the Lumen Service Schedule for Managed Network Services. SAC is an optional configuration 
with an ANS Site.  
 
2.2 Package Types.  The two package types may be designated as “Basic,” “Standard,” “Premium,” or “Unlimited” as applicable in 
the Order, pricing attachment, Order acceptance, service delivery, billing and related documents. 
   
(a) Basic/Standard.  The Basic/Standard package includes Firewall.  If Customer orders a Basic ANS package, IDS/IPS is also 
included. 
   
(b) Premium/Unlimited.  The Premium/Unlimited package includes Firewall, IDS/IPS and DLP. If Customer orders an Unlimited 
NBS package, Content Filtering is also included. If Customer orders a Premium ANS package, Application Awareness Control is included. 
 
2.3 Ala Carte Options.  The following can be added as an ala carte option to a Service package where the option is not automatically 
included in the package: 

• Content filtering. 

• Anti-Malware Sandboxing (only available with ANS).  
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• Adaptive Network Security Mobilty (only available with ANS). 
 
2.4 Change Management.  Customer may request logical changes to the Service by raising a MACD (Move, Add, Change, Delete) 
request via a ticket through the Portal.  The SOC will review the request and will advise whether the change is a Basic Change or an 
Advanced Change (with an associated charge).   
 
The Basic/Standard Service package includes five (5) Basic Changes per month per instance without charge. Basic Changes exceeding 
five (5) may be subject to a charge of $250 per change. If Customer purchases a Premium/Unlimited package, there is no limit on the 
number of Basic Change requests per instance.  
 
2.5 Service Level Agreement (“Service Levels” or “SLA”).   The Service Levels are not available until completion of Service 
Validation. Whether a Service issue constitutes a Service Level outage or failure for Service credit purposes will be determined by Lumen 
in its good faith discretion supported by records, trouble tickets, data and other evidence, including through the use of third party 
monitoring tools.  Credits are only available against the MRC for the affected Service. Service Levels do not apply to Excused Outages 
or periods of permitted suspension. 
 
2.5.1   Availability.  The Service will be available to pass traffic 99.9% of the total hours in a calendar month (the “Availability SLA”). 
Service Unavailability is calculated from the timestamp when Lumen opens a trouble ticket following the report of a problem by the 
Customer until the time the ticket is closed. For Service Unavailability, Customer will be entitled to a service credit off of the MRC for the 
affected Service based on the cumulative minutes of Service Unavailability in a calendar month.  
 
If the aggregate Service Unavailability during a calendar month meets or exceeds the durations identified below, the following remedies 

will apply. Service Credits are based on the MRC of the affected Service. 

 
 

Aggregate Service Unavailability 
Duration in a Calendar Month 

(hrs:mins:secs) 
Service Level Credit 

00:00:01 – 00:43:00 (99.9%) No credit 

00:43:01 – 04:00:00 10% of the MRC 

04:00:01 – 08:00:00 15% of the MRC 

08:00:01 – 12:00:00 20% of the MRC 

12:00:01 – 16:00:00 25% of the MRC 

16:00:01 – 24:00:00 30% of the MRC 

24:00:01 or greater 35% of the MRC 

 
 

2.5.2  Security Event Monitoring – Notification and Resolution.  If Customer’s package does not include IDS/IPS or if the Customer 
has disabled the IDS/IPS feature, this section does not apply. Customer may view the Event detail (including timestamp, Event name, 
attack type) on the Customer Portal. 
   
(a) Incidents.  If Lumen’s systems alert the SOC that an Event or series of Events may impact the security of Customer’s network, 
a SOC analyst will analyze the Event(s) to determine if an Incident has occurred.  If Lumen determines an Incident has occurred, Lumen 
will submit a trouble ticket on Customer’s behalf.  Customer may also submit a trouble ticket if it believes an Incident has occurred.  Lumen 
determines how Incidents are classified through the use of signature priorities, algorithms, event correlation, and professional judgment.  
Lumen reserves the right to modify the categories and classifications of Incidents. Lumen supports a notification Service Level and a 
resolution Service Level, as set forth below. 

   
(b) Notification. If Lumen submits the trouble ticket on Customer’s behalf, Lumen will notify the Customer Security Contacts by 
phone or email (as agreed upon between the parties) of the occurrence of Incidents (i) within 15 minutes of Lumen classifying the Incident 
as Critical and (ii) within 30 minutes of Lumen classifying the Incident as High. If Customer submits the trouble ticket, there is no notification 
Service Level. 
 
(c) Resolution. Lumen will use reasonable efforts to achieve the resolution timeframes for Incidents as identified below. All 
timeframes start upon Lumen’s validation and confirmation from Customer that action is necessary.   
 

Incident Resolution Table 

Priority Level 
Target Resolution Time 

Basic/Standard Packages 
Target Resolution Time 

Premium/Unlimited Packages 

Priority 1 – Critical 
A Network or application attack that 
has rendered Customer’s network 
inoperable or that poses an imminent 
threat of compromise.    

Within 2 hrs Within 1 hr 
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Priority 2 – High 
A Network or application attack that 
has caused essential applications or 
functionality to be significantly 
impaired.   

Within 4hrs Within 2hrs 

Priority 3 – Medium 
An internal, unforeseen Customer 
network or application security issue 
or industry vulnerability.    

Within 10hrs Within 6hrs 

Priority 4 – Low* 
A non-time sensitive reported 
security issue.    An informational 
request that may be explained in 
Portal FAQs, but nonetheless 
Customer would like to speak about 
the issue.  This includes tuning 
requests. 

Within 24hrs Within 12hrs 

 
* For Low priority Incidents, these metrics are service objectives only.  No service credits or other remedy will apply for failure to achieve 
these objectives.  
 
(d) Service Credits. For any day in which Lumen fails to meet the notification and/or resolution Service Levels for reasons other 
than an Excused Outage, Customer will be entitled to a service credit equal to 1/30th of the MRC of the Service at the applicable Customer 
site. The service credit cannot exceed 1/30th of such MRC in any day.  
 
2.5.3   Limits. If the Service is used in conjunction with Lumen provided MPLS, Lumen IQ Networking Private Port, Internet and/or 
Managed Network Services, Service Levels for those services are subject to separate Service Schedules. Notwithstanding anything to 
the contrary, in no event will the aggregate service credits available in this Service Schedule in any month exceed the MRCs for Network 
Firewall Services provided during the month.  
 
2.5.4  General Terms for all Service Levels. To be eligible for credits, Customer must be current in its obligations, and Customer 
must contact Lumen Billing Inquiries via the contact information provided on their invoice, open a ticket in the Portal or contact their 
account manager to report any issue for which Customer thinks a Service Level may apply within 30 calendar days after the issue occurs.   
Credits will only apply against the applicable MRC for the affected Service, and will not apply to any other services provided by Lumen.  
Duplicative credits will not be awarded for a single failure, incident or outage. The aggregate credits in any calendar month will not exceed 
100% of the MRC of the affected Service. The Service Level credits and termination rights stated in this Service Schedule will be 
Customer’s sole and exclusive remedies with respect to any service failure or outage  
 
3.             Customer Responsibilities. 
 
3.1 Charges and Customer Delays.  Charges on the Order remain in effect during the Service Term and consist of the following: 
(i)  a monthly recurring charge(s) (“MRC”) for Service package type/Service element(s) and the  bandwidth level Customer selects, (ii) 
one time, non-recurring charges (“NRC”) for installation and change request pricing that may consist of: per ANS gateway firewall 
instance, shared security bandwidth across multiple use cases based on selected bandwidth, service level package, and optional features; 
ANS Mobility per set of concurrent users; and (iii) any additional charges as may be set forth in the Order. Adaptive Network Security 
Mobility requires an additional MRC based on the number of concurrent users. Lumen may install and invoice Service features contained 
in an Order separately.  Adaptive Network Security – Site does not have an MRC nor NRC for remote access. If a Lumen-managed router 
or Secure Access Cellular is enabled with the remote site, an MRC and NRC will be associated with components. 
 

Customer agrees to pay and/or reimburse Lumen for fees, costs and/or expenses related to or resulting from (i)  any unreasonable delays 
or omissions in Customer’s performance of its obligations to enable the Service, and/or (ii) additional installation or subsequent work 
required to be performed, caused by (a) Customer’s request for changes (except as set forth in the Change Management section of this 
Service Schedule) to the applicable Service, or (b) any other actions or omissions by Customer which materially affect Lumen’s ability to 
perform its obligations under this Service Schedule. Charges for certain Services are subject to (a) a property tax surcharge (or 
substantially similar local equivalent) and (b) a cost recovery fee per month to reimburse Lumen for various governmental taxes and 
surcharges.  Such charges are subject to change by Lumen and will be applied regardless of whether Customer has delivered a valid tax 
exemption certificate.  For additional details on taxes and surcharges that are assessed, visit www.lumen.com/taxes. 
 

Customer understands and agrees that if Customer fails to take any actions required to enable Lumen to complete delivery of Service, 
then, 5 days following notice to Customer of Lumen’s inability to complete full delivery due to Customer inaction, Lumen will commence 
billing and Customer will be obligated to pay Lumen for Service.   
 
Customer will pay all applicable termination charges as set forth in the Agreement if termination occurs prior to expiration of the Service 
Term for the ANS Site with Secure Access Cellular Service.  Notwithstanding anything to the contrary in the Agreement, if Customer 
cancels or terminates Secure Access Cellular Service for convenience or Lumen terminates the Service for cause, Customer will pay 
Lumen a termination charge equal to the sum of: (A) if prior to delivery of a Connection Notice, (i) any third party termination charges for 

file:///C:/Users/aa00686/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/D4KLJH9R/www.lumen.com/taxes


Oregon P.U.C. Tariff No. 1 Section 6.6 
LUMEN NETWORK FIREWALL SERVICE SCHEDULE 

 

 

Effective June 10, 2025 Page 5 of 8 © Lumen Technologies.  All Rights Reserved. 
  v1.070121 

 

the cancelled Service; (ii) the non-recurring charges for the cancelled Service; and (iii) Lumen’s out of pocket costs (if any) incurred in 
deploying or constructing facilities necessary for Service delivery or (B) following delivery of a Connection Notice, (i) all unpaid amounts 
for Service actually provided; (ii) 100% of the remaining monthly recurring charges (if any) for months 1-12 of the Service Term; (iii) 50% 
of the remaining monthly recurring charges for month 13 through the end of the Service Term; and (iv) to the extent not recovered by the 
foregoing, any termination liability payable to third parties by Lumen resulting from the termination.   
 
3.2 Customer Security Contacts.  Customer will designate one primary and up to two additional Customer security contacts, and 
provide email and telephone contact details for each contact (the “Customer Security Contacts”).  Customer will ensure Customer Security 
Contacts and all associated details are accurate and current at all times and that at least one Customer Security Contact is reachable 
24/7.  Lumen will only accept, discuss or make changes to the Service with the registered Customer Security Contacts or via the Portal.  
Requests for changes to the list of Customer Security Contacts must be made by an existing Customer Security Contact.  
 
3.3 Access to Managed Devices and Customer Sites. Customer agrees to provide Lumen with prompt, reasonable and safe 
access to any applicable Customer sites necessary for Lumen to provide Service and comply with any reasonable physical and 
environmental requirements as may be identified by Lumen. Customer is required to provide hands on assistance for the purposes of 
troubleshooting and/or diagnosing technical difficulties.   
 
3.4 Lumen Provided IP Addresses and Domain Names.  If Lumen assigns Customer an IP address as part of the provision of 
Service, the IP address will (to the extent permitted by law) revert to Lumen after termination of the applicable Order for any reason 
whatsoever, and Customer will cease using the IP address.  At any time after termination, Lumen may re-assign the IP address to another 
user. If Lumen obtains a domain name for Customer (which may be required in some jurisdictions), Customer will be the sole owner.  
Customer will be solely responsible for: (i) paying any associated fees (including renewal fees); (ii) complying with legal, technical, 
administrative, billing or other requirements imposed by the relevant domain name registration authority; and (iii) modifying the domain 
name if Customer changes service providers. Customer will indemnify, defend and hold Lumen (and its employees, affiliates, agents and 
subcontractors) harmless from any and all third-party claims, losses, liabilities and damages, including reasonable attorney’s fees) relating 
to or arising from Customer’s use of domain names (including claims for intellectual property infringement). 
 
3.5       Third-Party IP Addresses and Networks.  If (i) any of the IP addresses identified by Customer as part of the Service are 
associated with computer systems owned, managed, and/or hosted by a third-party service provider (“Third-Party Provider”); or (ii) any 
Customer equipment or any other computer systems to be monitored as part of the Service are part of a network owned, managed and/or 
otherwise controlled by, or collocated on premises owned, managed, and/or otherwise controlled by a Third-Party Provider, Customer 
warrants that it has and will maintain, the consent and authorization necessary for Lumen (and its affiliates, agents and vendors) to 
perform all elements of the Service, including but not limited to any vulnerability scanning of the Third-Party Provider networks that may 
be reasonably necessary as part of the provision of Service.  Customer agrees to facilitate any necessary communications and exchanges 
of information between Lumen and the Third-Party Provider(s).  Customer will indemnify, defend and hold Lumen (and its employees, 
affiliates, agents and subcontractors) harmless from and against any and all third party claims, losses, liabilities and damages, including 
reasonable attorney’s fees, arising out of Customer’s breach of its warranties or obligations in this Section. 
 
3.6       Third Party Software. If any third-party software or agent, including any corresponding documentation, is required in connection 
with the Service, Customer agrees to use the third party software strictly in accordance with all applicable licensing terms and conditions, 
including any click to accept terms required as part of the download/install process. Customer acknowledges and agrees that it is solely 
responsible for selecting and ensuring that Customer provided software and systems, including third party software, is up to date and 
supportable. Customer’s failure to do so may result in Lumen’s inability to provide the Services and Lumen will have no liability therefrom, 
including for missed Service Levels.  
 
3.7        Lumen Provided Software. If any third-party software, or agent including any corresponding documentation, is required in 
connection with the Service, Customer agrees to use third party software strictly in accordance with all applicable licensing terms and 
conditions, including any click to accept terms required  as part of the download/install process.   
 
3.8 Customer Provided CPE.   Customer may use Customer Provided CPE that is pre-approved by Lumen and supports Lumen’s 
IPSec encryption method standards. All Customer Provided CPE must be up to date and subject to a current maintenance contract 
supported by the manufacturer. Customer is solely responsible for the installation, operation, maintenance, use and compatibility of 
Customer Provided CPE. Customer will cooperate with Lumen in setting the initial configuration for the Customer Provided CPE that 
interfaces with the Services and comply with Lumen’s instructions. Customer’s failure to comply with its obligations in this section may 
result in Lumen’s inability to provide the Services and Lumen will have no liability therefrom, including for missed Service Levels. Router 
configuration, deployment and management will be provided by Customer unless Customer separately purchases those services from 
Lumen.       
 
3.9        Customer’s Security Policies. Customer acknowledges that Lumen implements security policies at Customer’s reasonable 
direction.  Customer maintains overall responsibility for maintaining the security of Customer’s network and computer systems.  Customer 
acknowledges that notwithstanding anything in this Service Schedule, the Service is not a guaranty against malicious code, deleterious 
routines, and other techniques and tools employed by computer “hackers” and other third-parties to create security exposures.   
 

3.10 Customer Network.  Customer acknowledges that Customer network is Customer’s sole responsibility.  LumenLu may provide 
Customer with guidelines for minimum system requirements, compatibility, and other information necessary to use the Service, and 
Customer is responsible for making any required changes to its network environment in order to utilize the Service.  
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3.11 Customer Change Notifications.  Customer will provide Lumen with 5 business days’ advanced notice by the submission or 
update of a critical server ticket through the Portal regarding any changes to the network or firewall environment.  If advance notice cannot 
be provided, Customer is required to provide Lumen with notification of changes within 7 business days.   
 
3.12      Chronic Problems.  Customer will resolve any Chronic Problem by taking whatever steps are deemed necessary to rectify the 
issue, including, but not limited to: (i) removing or modifying the existing Service configuration; (ii) making network changes in order to 
adhere to Lumen’s guidelines;  (iii) changing, maintaining or replacing Customer Provided CPE or other equipment or required for the 
Service; (iv)  Lumen may suspend or terminate the Service if Customer has not remedied the Chronic Problem within 30 days of request 
by Lumen. 
 
3.13    Vulnerability Testing with ANS.  Lumen will permit Customer to perform, or to engage an independent third party to perform, 
at Customer’s expense, vulnerability scanning against Adaptive Network Security service for the sole use of Customer to utilize firewall 
inspection services, remote access ANS Site and Adaptive Network Security Mobility services. 
 
Customer’s right to conduct vulnerability scanning is subject to the following limitations. Customer will: (i) restrict the vulnerability scanning 
to IP addresses Lumen has issued for Customer’s sole use; (ii) restrict the scanning and enumeration of services installed to the sole 
purpose of identifying applications, open ports, and versions of software code in use; (iii) not under any circumstances exploit, or attempt 
to exploit in any way, any potential vulnerabilities identified by the vulnerability scan; and (iv) immediately stop scanning activity if 
instructed to do so by Lumen, and will not perform further scanning activity until notified by Lumen. Customer and Lumen will mutually 
agree on a vulnerability mitigation process. 

 
3.14   For  ANS – Site, Customer is responsible for adhering to Lumen’s recommended IPSec encryption standards. If Customer 
does not adhere to our recommended standards, then Customer information over the encrypted tunnel may be compromised and exposed 
to more security vulnerabilities and malicious events as it traverses the internet before it is protected by the ANS service.  Customer is 
solely responsible for all equipment and other facilities used in the connection with the ANS-Site which are not provided by Lumen.    

 
3.15   For Secure Access – Cellular,  Customer will not use SAC other than in support of backup to the Lumen provided MPLS/ IP 
VPN Services or ANS-Site primary access. Any use of SAC or components of equipment in any capacity other than support backup to 
Lumen MPLS or ANS-Site primary access will be a violation of this Service Schedule. Without limitation to Lumen’s other remedies under 
the Agreement, Lumen reserves the right to charge, and Customer agrees to pay, for (i) any misuse of SAC or components, and/or (ii) 
for such usage in excess of Lumen’s established data pool for Customer, separately at the rates then charged to Lumen by the third party 
cellular provider. Additionally, if Lumen provides Customer notice of such use of which Lumen becomes aware, Lumen may terminate 
SAC within 10 days of such notice if such use does not cease. Any use of SAC in a primary or non-backup manner will give Lumen the 
right to immediately suspend SAC and Customer will be liable to Lumen for any overage fees that may be charged to Lumen for use of 
SAC beyond a failover. Lumen is not responsible, however, for monitoring for such usage by the Customer.  Customer, at Customer’s 
expense, is responsible for returning the Lumen provided CPE to Lumen at the end of the Service Term. 
 
4.        Additional Service Limitations and Disclaimers. 
         
4.1       Unless Customer requests otherwise and Lumen agrees, Lumen will store the security log files for rolling 90 days and make the 
security logs available to Customer in the Portal.  If any security log files contain personal data, Lumen will not use personal data except 
as necessary to provide the Service and provide relevant information to Customer. Lumen will not undertake any additional security 
measures for log files containing personal data. 
 
4.2 Personal Data. Customer and Lumen acknowledge that it may be necessary to provide the other party with personal data or to 
access personal data of the other party as necessary for the performance of each party’s obligations under the Agreement and/or this 
Service Schedule, including, but not limited to and where applicable, employees’ and authorized representatives’ names, business contact 
information, technical or operational data (such as online identifiers), credentials to access portals and other platforms made available by 
one party to the other and similar personal data.  The parties acknowledge and agree that each is a controller with respect to any such 
personal data exchanged under the Agreement and/or this Service Schedule, and any such personal data is provided on a controller-to-
controller basis.  Any personal data exchanged in accordance with this Section will be limited to the extent necessary for the parties to 
perform their obligations or exercise their rights under the Agreement or this Service Schedule.  As used in this Service Schedule, the 
terms “personal data,” “processing,” “processor” and “controller” will have the meanings ascribed to them in applicable data protection 
laws, including, without limitation, the European Union General Data Protection Regulation (Regulation (EU) 2016/679).  Each party will 
be independently and separately responsible for complying with its obligations as a controller under applciable data protection laws in its 
capacity as a data controller with respect to the personal data it provides to the other party and/or receives from the other party.  Unless 
otherwise set forth in the Agreement, Lumen personnel will not access or attempt to access personal data that is processed via the 
operation of the Service.  Processing is typically carried out at machine-level and Lumen will not retain any copies of data longer than 
necessary to perform the applicable Service or perform under the Agreement. To the extent legally required, Customer and Lumen will 
enter into separate written agreements required to comply with laws governing the relationship between a controller and processor with 
respect to the processing of personal data described in this Section, including, without limitation, any agreements required to facilitate 
necessary cross-border personal data transfers.  Customer will be responsible for notifying Lumen whether such written agreements are 
required based on the nature of the data being processed. 
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4.3      Customer acknowledges that Lumen has no obligation to back up and store any Customer metrics or log related data beyond the 
90 day rolling time period detailed in this Schedule and after expiration or termination of the Service at which time Lumen will automatically 
delete all logs. Customer acknowledges and agrees that it is solely Customer’s responsibility to make copies of or obtain the logs prior to 
expiration or termination. 
 
4.4 Modification or Termination of Network Firewall Services by Lumen. Lumen reserves the right to modify any features or 
functionalities of the Service upon 90 days’ prior notice to Customer.  If the modification materially or detrimentally affects the features or 
functionality of the Service,Customer will, within 30 days of the change, notify Lumen of the material and detrimental impact and elect to 
cancel the affected Service as its sole remedy and without termination liability upon 60 days’ advanced written notice if Lumen does not 
remedy the material and detrimental impact within the notice period.  
 
4.5 Portal.  Customer’s primary Customer Security Contact will be given access to the Portal in order to view Threat Visualization, 
Rapid Threat Defense security posture setting, log management, retention, standard reporting, and viewable firewall policy configurations 
regarding the Service, and also to facilitate the placing of change orders. Lumen will provide Customer up to three security two-factor 
authentication tokens (“2FA Tokens”) for access to the Portal.  Customer will accept and comply with the End User Rules of Use 
associated with the 2FA Tokens.  If Customer requests more than three 2FA Tokens, Lumen will provide the additional 2FA Tokens for 
an additional charge. Access to the Portal’s security areas is restricted to the authorized Customer Security Contacts.  All information 
received by the Customer from Lumen through the Portal’s security areas is deemed “Confidential”, is solely for Customer’s internal use 
and may not be re-distributed, resold or otherwise transmitted outside of Customer’s organization.  For the avoidance of doubt, retention 
of logs and views in the Portal expire with the Service Term. 
 
4.6 Intellectual Property. The Service and Lumen Provided Software, and all copyrights, patent rights and all intellectual property 
rights are the sole and exclusive property of Lumen or its third-party provider or licensor(s). Lumen grants Customer  a non-exclusive, 
limited, non-transferrable, personal, revocable (at Lumen’s sole discretion), non-sublicenseable, non-assignable right to access and/or 
use the Lumen Provided Software solely in accordance with the Service; provided, however, Customer will not reverse engineer, 
disassemble, decompile, or otherwise attempt to derive the source code of the Lumen Provided Software, nor will Customer remove any 
disclaimers, copyright attribution statements or the like from the Lumen Provided Software and any breach of this Section will automatically 
result in termination of the license granted.   
 
4.7 Disclaimer/Liability.  

4.7.1         Disclaimer. Customer acknowledges that the Services endeavor to mitigate security Events, but Events may not always be 
identified and if identified may not be mitigated entirely, blocked or rendered harmless. Customer further acknowledges that it should 
consider any particular Service as just one tool to be used as part of an overall security strategy and not a guarantee of security. The 
Service provided under this Service Schedule is a supplement to Customer’s existing security and compliance frameworks, network 
security policies and security response procedures, for which Lumen is not, and will not be, responsible.  While Lumen will use reasonable 
commercial efforts to provide the Services in accordance with the SLA, the Services are otherwise provided “as-is”.  LUMEN MAKES NO 
WARRANTY, GUARANTEE, OR REPRESENTATION, EXPRESS OR IMPLIED, THAT ALL SECURITY THREATS AND 
VULNERABILITIES WILL BE DETECTED, THAT THE PERFORMANCE OF THE SERVICES WILL RENDER CUSTOMER’S SYSTEMS 
INVULNERABLE TO SECURITY BREACHES OR THAT GEOGRAPHICAL IP ADDRESSES WILL BE 100% ACCURATE, THAT ANY 
THIRD PARTY SOFTWARE PROVIDED BY CUSTOMER WILL BE COMPATIBLE WITH THE SERVICE AND/OR THAT LUMEN’S 
RECOMMENDATIONS, ASSESSMENTS, TESTS, REPORTS OR MONITORING WILL BE ACCURATE, COMPLETE, ERROR-FREE, 
OR EFFECTIVE IN ACHIEVING CUSTOMER’S SECURITY AND/OR COMPLIANCE RELATED OBJECTIVES.  Neither Lumen or its 
subcontractors will be liable for any damages or liabilities however classified including third party claims which Customer or third parties 
may incur as a result of: (i) non-compliance with any standards which apply to Customer; and/or (ii) reliance upon (or implementation of 
recommendations from) results, reports, tests, or recommendations related to the Services; or (iii) loss or corruption of data or information 
transmitted through the Service. Notwithstanding anything to the contrary in any Agreement, Lumen provides no indemnities or warranties 
on the Services.   
 
4.7.2       Direct Damages. Except for the payment and indemnification obligations of Customer and subject to the Damages Limitations 
provision in the Agreement or similar waiver of consequential damages provision, the total aggregate liability of each party arising from 
or related to this Service Schedule will not exceed the total MRCs, NRCs, and usage charges paid or payable to Lumen for the affected 
Services under this Service Schedule in the six months immediately preceding the first event giving rise to the cause of action (“Damage 
Cap”).   With respect to any Service provided to Customer under this Schedule that is provided for Customer’s convenience at no charge, 
Lumen will not be responsible or liable for any damages whatsoever and Customer’s sole liability as it is related to Services provided at 
no charge is to terminate the affected Service. 
 
4.7.3 Additional Disclaimers.  LUMEN DOES NOT REPRESENT OR WARRANT THAT THE SERVICE AND ANY SOFTWARE IS 
NON-INFRINGING, OR THAT IT WILL BE UNINTERRUPTED, ERROR-FREE OR VIRUS FREE, FREE FROM ERROR, THAT ANY 
DOCUMENTATION OR MATERIALS ARE COMPLETE OR THAT THE SERVICE OR SOFTWARE WILL MEET OR SUPPORT 
CUSTOMER’S BUSINESS REQUIREMENTS.   
 
4.7.4    Resale and Premises Restrictions. Notwithstanding anything to the contrary in the Agreement, Customer is prohibited from 
reselling any Service provided pursuant to this Service Schedule and may only use the Service within Customer owned or controlled 
enviroments without the express written consent of Lumen. 
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5. Definitions. 
 
“Advanced Change” means any change that is not a Basic Change. An additional Order may be required to complete an Advanced 
Change. 
   
“Basic Changes” are changes that do not directly impact Customer’s overall solution.  
  
“Chronic Problem” means a continuing error, conflict, trouble report, or similar issue (individual or collective) caused by the Customer that 
affects performance of the Service. 
 
“Customer Provided CPE” means hardware, software, and other tangible equipment and intangible computer code it may contain that is 
provided, configured, deployed and managed by Customer and/or its designee. Customer is responsible for installing any software, 
whether Customer or Lumen provided, on Customer Provided CPE. 
  
“Event” means any security abnormality detected by the Service and reported by the IDS/IPS feature.  An Event does not necessarily 
constitute an actual security incident and must be investigated further to determine its validity. 
 
“Excused Outage” will also mean, for purposes of this Schedule, the Service Levels will not apply, and Customer will not be entitled to 
receive a credit or exercise a termination right under the applicable Service Level, for (i) failure of Customer CPE or any other failure or 
malfunction of equipment, applications, public internet, network or systems not owned, controlled or provided by Lumen; (ii) Customers’ 
actions or omissions (including but not limited to not releasing the Service for testing/repair, failure or to provide timely approvals or 
consents, failure to provide and maintain current contact information and escalation lists;  (iii) Chronic Problems(iv) Regularly Scheduled 
Maintenance or emergency maintenance; (v) Lumen’s lack of access to the Customer premises where reasonably required to restore 
any equipment, internet, network, or systems owned or controlled by Lumen and necessary to provide the Service; (vi) failure of the 
access medium used by Customer to connect to Customer’s Internet or IPVPN, including failing to assure adequate bandwidth to support 
the Service; or (vii) Customer is in breach of its obligations under the Agreement or this Service Schedule.  
 
“Gateway” means the physical location (e.g. gateway, POP) in the network that houses the Lumen equipment utilized to provide each 
instance of Service.   
 
“Incident” means any single Event or collection of Events evaluated and deemed a security threat.  
  
“Portal” means the Service specific web-based portal to which Customer will have access in order to monitor Customer’s traffic and view 
Events. 
 
“Regularly Scheduled Maintenance” means any scheduled maintenance performed to the Service. Regularly Scheduled Maintenance 
will not normally result in Service interruption.  If Regularly Scheduled Maintenance requires an interruption, Lumen will: (a) provide 
Customer seven (7) days’ prior written notice, (b) work with Customer to minimize such interruptions, and (c) use commercially reasonable 
efforts to perform such maintenance between midnight and 6:00 a.m. local time where the Service is located on which such maintenance 
is performed and. Emergency maintenance may be performed on less or no notice. 
  
Secure Access – Site:  Secure Access Site enables Customer to set up a network connection and establish a secure tunnel across the 
Public Internet between the Customer’s remote location and the Customer’s Lumen provided IPVPN network, via configuration and 
deployment of managed routers.  Secure Access Site may be designated as “Secure Internet Access” or “No Firewall “ or “ANS Basic No 
Features” in Customer Orders, Order acceptance, service delivery, billing and related documents.    
 
“Service Unavailability” is when Service is unable to pass traffic for reasons other than an Excused Outage. 
  
“SOC” means Lumen security operations center. 
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LUMEN MPLS (IPVPN AND VPLS) VPN SERVICE SCHEDULE 
 
1. General. This Service Schedule forms part of the Master Service Agreement between Lumen and Customer (“Agreement”) and 
is applicable only where Customer orders Lumen MPLS (IPVPN and VPLS) VPN Service (which may also be called IP VPN, IPVPN, 
IPVPN Port, Private Port, IQ Networking Private Port, MPLS/IP VPN, MPLS/IP VPN Port, VPN, NBIPVPN (Network Based IP VPN), 
Converged Services, Virtual Private Network, or IP Solutions Private Port on ordering, pricing, invoicing, or other documentation). 
Capitalized terms used but not defined herein have the definitions given to them in the Agreement. Customer expressly agrees that 
Lumen may use affiliates or third party suppliers to provide MPLS VPN Service, provided that Lumen remains responsible to Customer 
under this Service Schedule.    
 
1.1 Additional General Terms. All invoices will be issued to Customer and paid in the currency specified in the Order or pricing 
attachment. Customer will pay such invoices free of currency exchange costs or bank charges. Service charges are exclusive of taxes 
and presented without reduction for any Withholding Tax, all of which are the responsibility of the Customer. “Withholding Tax” means 
any amount or account of tax on sources of income which a payor is obliged to deduct from payments due to a recipient and account for 
or to any tax authority. In the event that any payment to be made to Lumen hereunder should be subject to reduction by reason of a 
Withholding Tax, Customer agrees to pay Lumen such amounts as would have been necessary so that the aggregate net amount received 
by Lumen after application of a Withholding Tax is the same amount as would have been received by Lumen if there had been no 
requirement to deduct or withhold such tax. For Services provided outside the United States, Customer or its local affiliate may be required 
to enter into a separate local country addendum/agreement (as approved by local authorities) (“LCA”) with the respective Lumen affiliate 
that provides the local Service(s). Such Lumen affiliate will invoice Customer or its local affiliate for the respective local Service(s). 
 
2. Services. 
 
2.1 Service Description.  MPLS VPN Service includes two (2) virtual private network (“VPN”) services, IPVPN and VPLS, providing 
private site-to-site communications over Lumen’s MPLS network. IPVPN utilizes Internet Protocol; VPLS is provided using Ethernet. 
Customer must purchase at least 2 ports to set up private site-to-site connections. The Service is connected to each site, including 
additional sites designated by Customer (together “Customer Sites”) through the Customer port at either a circuit location address or a 
Lumen Point of Presence (PoP) as specified in the Order. Customer Sites will be connected to a port at one or more Lumen MPLS 
Network PoPs at a fixed data transmission rate. Standard network management web tools are also provided in conjunction with the MPLS 
VPN Services. The VPLS offer of Enterprise Switched Native LAN (“SNLAN”) allows multiple Customer locations to interconnect within a 
single Lumen-defined metro area network (“MAN”). The VPLS offer of Extended Native LAN (“ENLAN”) allows Customer to connect 
multiple SNLAN networks between MANs.    
 
2.2 Additional Features. Additional features and functionality may include: 
 
a. Enhanced Reporting. Lumen offers enhanced reporting features including Performance Assurance, Enhanced Management, 
and End to End Statistics (collectively these are referred to herein as “Enhanced Reporting”). Customer may subscribe to Performance 
Assurance and End to End Statistics for an additional charge. If available at Customer’s location, Enhanced Management will be included 
with Customer’s MPLS VPN Service at no additional charge. Customer may request information regarding the availability of Enhanced 
Management at any particular location.  Where available, these features provide end-to-end reporting and SLA’s for the following 
statistics:  data delivery, latency and jitter that can be accessed by Customer via the Lumen provided customer portal. 
 
b. Class of Service (CoS). Customer may purchase CoS where available providing the ability to prioritize certain identifiable traffic 
flows between MPLS network ports. Customer is solely responsible for the selection of classes of service as stated in the Order. If an 
Order  references Premium Plus/Premium CIR (or PIR), the stated bandwidth is included in, and not in addition to, the committed 
information rate or peak information rate.  
 
c. Smart Demarcation. In certain locations, where available, for VPN and VPLS services with Ethernet access, Lumen provides 
‘Smart Demarcation’ which is the supply and installation of a Smart Demarcation device (also referred to as a Network Interface Device 
or “NID”) used for Ethernet connectivity fault management for up to 1Gbps port speeds at Customer Sites. 
 
2.3 Additional Services. The following services may be available at an additional charge to be set forth in an Order and pursuant 
to the separate Service Schedule for such services: 
 
a. Lumen Internet Services. As part of a Converged Service, Customer may order Internet Services which are high speed 
symmetrical Internet services providing access to the Lumen IP Network and the global internet.  
 
b. Lumen Enterprise Voice SIP Based Services. As part of a Converged Service, Customer may order Enterprise Voice SIP 
Based Service for Public Switched Telephone Network connectivity, outbound (1+) access to U.S. (interstate and intrastate) and 
international locations, inbound (8XX) service, and international toll free calling. 
 
c. Application Performance Management. As an optional service feature for IPVPN, where available Customer may subscribe 
to Application Performance Management (“APM”) which provides near real-time information for live monitoring and historical data for 
analysis and reporting on all network traffic end-to-end, including advanced statistics on latency, jitter and packet loss, as well as general 
utilization by way of an inline Analysis Service Element (“ASE”). 
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d. Managed Network Services. As an additional Service offering, where available Customer may order Lumen Managed Network 
Services (“MNS”) in which Customer premises equipment (“CPE”) is provided by either the Customer or Lumen, but in all cases is 
managed and maintained by Lumen.  MNS may include, but is not limited to, Routers, IADs, SBCs, and firewalls. 
 
e. Managed Security Services. As an additional Service offering and if available, Customer may separately order certain managed 
security services (“MSS”) which may be available as a cloud-based (MSS-Cloud) solution.   
 
2.4 On-Net and Off-net Access. Access services provided entirely on the Lumen owned and operated network (“Network”) are 
“On-Net Access Services”.  Additionally, Lumen may use third parties to reach Customer’s site from the Lumen Network (“Off-Net Access 
Services”).  Local Access may be provisioned utilizing one of the following service technologies: special access, ethernet local access, 
or wavelength local access.   
 
2.5 Service Levels. MPLS VPN Service is subject to the Lumen Service Level Agreement available at https://www.lumen.com/en-
us/about/legal/business-customer-terms-conditions.html and subject to change. If Lumen changes the Lumen Service Level Agreement 
and the change is material and detrimental, Customer may request and receive the last version of the Service Level Agreement in effect 
before the change. 
 
3. Customer Responsibilities. 
 
3.1 Charges. Customer will be billed non-recurring charges (“NRC”) and monthly recurring charges (“MRC”) for MPLS VPN Services 
as set forth in the Order or pricing attachment. NRC includes applicable installation charges for local-access circuit and each port. MRC 
includes local-access charges, port connection charges and bandwidth charges. Bandwidth may be identified on an Order or pricing 
attachment as Bandwidth, Commit, Committed Information Rate (or CIR), or Peak Information Rate (or PIR). Other charges, including 
but not limited to usage based charges, may apply as stated in the Order or pricing attachment. Where Customer orders MPLS VPN 
Services bundled with either Lumen Internet Services or  Lumen Enterprise Voice SIP Based Services (either combination is referred to 
as a “Converged Service”) such charges will show on the invoice as Converged Services. For clarification, the Converged Service is 
treated as a single Service and if Customer wishes to unbundle or terminate a part of the Converged Service, early termination liability 
may apply and Customer will be required to execute new orders for the desired stand-alone Service. 
 
3.2 General Customer Responsibilities. Customer is responsible for providing the network design specifications including pre-
existing LAN/WAN IP addressing schemes, MAC addresses and circuit designs. Customer is solely responsible for all equipment and 
other facilities used in connection with the Service which are not provided by Lumen. All IP addresses, if any, assigned to Customer by 
Lumen will revert to Lumen upon termination of Service, and Customer will cease using such addresses as of the effective date of 
termination. For installation of the Smart Demarcation device (NID) at Customer’s Site, Customer will (i) provide access at each Site for 
installation, implementation and maintenance (“Work”) at scheduled times, (ii) make appropriate contact personnel available on-site for 
such Work, (iii) provide all necessary power distribution boxes, conduits, telco backboard space for equipment mounting, grounding, 
surge and lightning protection and associated hardware and power outlets within 4 feet (1 meter) of the location at which a NID is to be 
installed, (iv) provide all required extended demarcation inside wiring, including any necessary building alterations to meet wiring and any 
other site requirements, (v) ensure that the NID can be installed within 6 feet (2 meters) of the Customer provided equipment and the 
Customer provided or third party provided extension of the local access circuit demarcation, or otherwise provide additional cabling at the 
Customer’s expense, (vi) clearly marking each telecommunications extended local  access circuit demarcation point to allow the installer 
to connect the correct circuit to the correct NID interface, and (vii) connection of the NID to the Customer Router or LAN.  
 
3.3 Resale Restriction. Notwithstanding anything to the contrary in the Agreement, Customer is prohibited from reselling any 
Service provided pursuant to this Service Schedule except as expressly provided by Lumen, provided however, if Customer requests to 
resell any Converged Services such permission from Lumen must be in the form of an amendment signed by authorized representatives 
of both parties. 
 
3.4 Business Contact Information. Customer must provide to Lumen the names of and contact information (“Business Contact 
Information”) for its employees (“Business Contacts”) who have purchasing or other responsibilities relevant to Lumen’s delivery of 
international Service under this Service Schedule. Customer consents to Lumen’s and its affiliates or subcontractors’ use and transfer to 
the United States of Business Contact Information for the purpose of: (a) fulfilling its obligations under this Service Schedule; and (b) 
providing information to Customer about Lumen’s products and services via these Business Contacts. Customer represents that the 
Business Contact Information is accurate and that each Business Contact has consented to Lumen’s processing of their Business Contact 
Information for the purposes set forth in this Service Schedule. The Business Contact Information provided by Customer has been 
collected, processed, and transferred in accordance with applicable laws, including, where applicable, any necessary notification to the 
relevant data protection authority in the territory in which Customer is established (“Authority”). Customer will notify Lumen promptly of 
staffing or other changes that affect Lumen’s use of Business Contact Information. Lumen will have in place technical and organizational 
measures which seek to promote a level of security appropriate to the risk represented by the processing and the nature of the Business 
Contact Information and that protects such information against accidental or unlawful destruction or accidental loss, alteration, and 
unauthorized disclosure or access.  Lumen will use the information only for the express purposes set forth in this Service Schedule. 
Lumen will identify a contact authorized to respond to inquiries concerning processing of Business Contact Information and will reasonably 
cooperate in good faith with Customer and the Authority concerning all such inquiries without excessive delays. 
 
4. Reserved. 
 

https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
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INTERNET SERVICES SERVICE SCHEDULE 
 
1. General. “Lumen” is defined for purposes of this Service Schedule as Centurylink Communications, LLC d/b/a Lumen 
Technologies Group or its affiliated entities providing Services under this Service Schedule. This Service Schedule is applicable where 
Customer orders Lumen Internet Services (which may also be called Dedicated Internet Access, Internet Services, High Speed IP, IP 
Transit Services, Dedicated Internet Extension or CenturyLink IQ Networking Internet Port (“Internet Port”) on ordering, invoicing, or other 
documentation). The Service is also subject to the Master Service Agreement executed between Lumen and Customer, and if none, 
Lumen’s standard Master Service Agreement (the “Agreement”). Lumen may subcontract the provision of the Service in whole or part, 
provided that Lumen remains responsible for the Service to Customer as set forth in this Service Schedule. Capitalized terms used but 
not defined in this Service Schedule have the definitions given to them in the Agreement. 
 
1.1  Additional General Terms. Service charges are exclusive of taxes and presented without reduction for any Withholding Tax, 
all of which are the responsibility of the Customer. “Withholding Tax” means any amount or account of tax on sources of income which a 
payor is obliged to deduct from payments due to a recipient and account for or to any tax authority. In the event that any payment to be 
made to Lumen under this Service Schedule should be subject to reduction by reason of a Withholding Tax, Customer agrees to pay 
Lumen such amounts as would have been necessary so that the aggregate net amount received by Lumen after application of a 
Withholding Tax is the same amount as would have been received by Lumen if there had been no requirement to deduct or withhold such 
tax. For Services provided outside the United States, Customer or its local affiliate may be required to enter into a separate local country 
addendum/agreement (as approved by local authorities) (“LCA”) with the respective Lumen affiliate that provides the local Service(s). 
Such Lumen affiliate will invoice Customer or its local affiliate for the respective local Service(s). 
 
2. Services. 
 
2.1 Service Description. Lumen Internet Services are high speed symmetrical Internet services providing access to the Lumen IP 
network and the global Internet (“Service”). The Service is generally available via Ethernet connections from 10/100 Mbps ports to 
400Gbps ports. Additional features and functionality may include:  
 
a. IP Addresses. IP Address space with proper justification. 
 
b.      Primary DNS / Secondary DNS. Primary or Secondary DNS as requested. 
 
c.     Static routing / BGP peering. Static routing or BGP peering options available.  
 
d.     On-line bandwidth utilization reports. On-line bandwidth utilization reports available through the customer portal. 
 
e.     Basic security service. Subject to Customer having Lumen-approved routers, included as part of the Service is a one-time per 
12 month period ability to request Lumen to temporarily (i.e. for up to 24 hours): (i) apply a temporary access control list (ACL) with up to 
10 rules on such routers; (ii) set up firewall filters specifying IPs, subnets, ports, and protocols; and (iii) configure null routes. Requests 
that exceed this duration or frequency will be charged at $1000 per hour with a minimum charge of $4000. Does not apply to Dedicated 
Internet Extension. 
 
2.2 Billing Types. 
 
Flat Rate. Service with flat-rate, fixed rate, or tiered billing provides a set amount of bandwidth at a flat-rate MRC. No usage element 
applies. Customer will not be permitted to exceed the contracted bandwidth level, provided that if Customer also orders Dynamic Capacity 
(where available), bandwidth and the associated charges may be adjusted as set forth in the separate terms for Dynamic Capacity. 
 
Commit Plus Burst. For Service provided with burstable bandwidth, the MRC is based on Committed Data Rate (“CDR”)/Committed 
Information Rate (“CIR”)). The CDR/CIR is the minimum Internet bandwidth that will be billed to Customer each month regardless of 
actual usage. Commit Plus Burst usage is any usage in excess of CDR/CIR. Commit Plus Burst usage charges will apply on a per Mbps 
basis at the rate stated in the Order. Commit Plus Burst usage charges will be billed on a 95th percentile basis. Usage levels are sampled 
every five minutes, for the previous 5 minute period, on both inbound and outbound traffic. At the end of the bill cycle, the highest 5% of 
the traffic samples for each inbound and outbound will be discarded, and the higher of the resulting inbound and outbound values will be 
used to calculate any applicable usage. If available and identified in the applicable Order, a Peak Data Rate (“PDR”) or Peak Information 
Rate (“PIR”) may apply, which is the maximum available bandwidth.  
 
Billing Arrangement. Commit Plus Burst Services may also be provided on an aggregated basis. For Billing Arrangement (or Aggregate 
Burstable Service, the bandwidth MRC (or Committed Monthly Usage Charge (“CMUC”), is based on the Committed Data Rate (“CDR”) 
(or the Aggregate Committed Data Rate (“ACDR”) or Aggregate Committed Information Rate (“ACIR”)). The CDR/ACDR/ACIR is the 
minimum Internet bandwidth that will be charged to Customer each month regardless of actual usage. Burst Rate (or Aggregate Burstable 
Usage) is any usage in excess of CDR/ACDR/ACIR. Burst Rate/Aggregate Burstable Usage charges will apply on a per Mbps basis at 
the rate stated in the Order. Burst Rate/Aggregate Burstable Usage is calculated on a 95th percentile basis across all included ports. For 
Dedicated Internet Access, all usage in excess of the CMUC are calculated on 95th percentile basis across all included ports and charged 
at the rate stated in the Order. 
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2.3 On-Net and Off-Net Access. Access services provided entirely on the Lumen owned and operated network (“Network”) are 
“On-Net Access Services”. Additionally, Lumen may use third parties to reach Customer’s site from the Lumen Network (“Off-Net Access 
Services”). Local Access may be provisioned utilizing one of the following service technologies: special access, ethernet local access, 
multi-tenant unit (MTU) access, or wavelength local access. In rare circumstances, Customers may experience bandwidth limitation on a 
Lumen Internet Services with a single data flow (a continuous sequence of packets from a source to a destination measured over a 
network link), although PDR could still be achieved over available bandwidth via additional data flows. 
 
2.4 Converged Voice-Internet Service. Where Customer orders Internet Services bundled with Lumen Enterprise Voice SIP Based 
Services only, such charges will show on the invoice as Converged Voice-Internet Service. For clarification, the Converged Voice-Internet 
Service is treated as a single Service and if Customer wishes to unbundle or terminate a part of the Converged Voice-Internet Service, 
early termination liability may apply and Customer will be required to execute new orders for the desired stand-alone Service.  
 
2.5 Lumen Arranged Third Party Procured Internet Services. For certain Service locations (including but not limited to where 
Lumen may lack relevant licenses to provide such service), Lumen may agree to a) arrange Internet Services using third party providers 
or b) procure Internet Services from third party providers on Customer’s behalf (“Third Party Internet Service”). Examples of such locations 
include, but are not limited to, service locations in China (excluding Hong Kong), India, Indonesia, Malaysia, New Zealand, Philippines, 
Taiwan, Thailand, Vietnam, Latin America, Central America, Countries and Territories of the Caribbean, Mexico, Europe, Middle East 
and Africa. Service options vary on a country by country basis and may include access to the Internet via overbooked and/or non-
overbooked connections, DSL technology, private leased circuits (fixed or wireless), and/or satellite. Specific service details (access type, 
e.g., downstream/upstream speed, customer premises equipment requirements, and number of IP addresses) also differ on a country by 
country basis. Border Gateway Protocol (BGP) routing capabilities may not be available for Third Party Internet Service. Customer 
understands and acknowledges that Third Party Internet Service will, if requested by Customer, be provided by third party provider(s) to 
Lumen and accordingly, is provided on an as-is basis. Notwithstanding the foregoing, Customer may report faults and/or outages in Third 
Party Internet Service to Lumen on a 24x7 basis and, in such circumstances, Lumen will contact the applicable third-party service provider 
with a view to restoring service as quickly as possible. Customer will reasonably cooperate with the requests of such providers of Third 
Party Internet Service to enable installation, maintenance, repair, and disconnection of Services. Commit Plus Burst and Billing 
Arrangement pricing methodologies, as well as on-line bandwidth utilization reports, are not available for Third Party Internet Service. 
 
2.6  Third Party Peer Destined Traffic. If at any time Lumen’s provision of High Speed IP (any port size) or Dedicated Internet 
Access (10G or 100G port sizes only) Service to Customer (and/or any of its affiliates) (each a “Transit Party”) results in unbalanced 
traffic ratios between Lumen and any other third party peer network that would negatively impact any of Lumen’s peering relationships, 
Lumen will provide written notice to the Transit Party triggering the unbalanced traffic ratios along with a 30-day opportunity to cure such 
traffic imbalance (“Balance Cure Period”) during which Lumen and the relevant Transit Party will cooperate to cure the traffic imbalance. 
Lumen will clearly identify to the Transit Party the traffic imbalance volume and location(s) of imbalance with said peer. If the Transit Party 
fails to cure the traffic imbalance within that Balance Cure Period, Lumen may, in good faith discussions with the Transit Party, take 
appropriate action, which may include termination of one or more Internet ports, to return traffic ratios to be within compliance of the 
peering provider. Notwithstanding the foregoing, if an emergency condition exists (“emergency condition” for purposes on this section is 
considered to be traffic conditions which threaten a material and adverse impact on Lumen’s network or its peers’ networks), which 
requires Lumen to balance traffic with its’ peers, then Lumen may in its’ sole reasonable discretion, take appropriate action without the 
Transit Party’s consent, which may include but is not limited to, suspending traffic on the affected port(s), to remedy such emergency 
condition; provided, that in such event, Lumen will provide as much notice as is practicable under the particular emergency condition. 
 
2.7 Intended Use. Any High Speed IP (any port size) or Dedicated Internet Access (10G or 100G port sizes only) Service is intended 
to be used for a mixture of internet destinations and not for traffic overly weighted towards individual networks. As such, if more than 25% 
of total traffic on those particular Services is carried across Lumen's inter-continental backbone links or more than 25% of total traffic 
(excluding traffic terminating to AS3356 or AS209) is sent towards an individual egress network (either third party peer networks or Lumen 
end customer networks), then Lumen may choose to issue written notification to Customer to remedy the imbalance, after which Customer 
will work with Lumen in good faith to remedy such imbalance. Notwithstanding the foregoing, if Customer fails to remedy the imbalance 
within ten (10) working days of such notification and such imbalance is of a nature that does or will negatively affect (i) the Lumen (or its 
affiliates) network in a technical and/or operational manner or (ii) the hardware, systems or services of other orders of Lumen or any 
Lumen affiliate, then Lumen, in its sole discretion, will have the right to a) charge Customer for traffic breaching the limits above at an 
“excess burst" rate of 1.5x the negotiated CDR rate per Mbps; or b) use technical means to withdraw access to these destinations from 
those Services. 
 
2.8 Service Levels. Lumen Internet Services are subject to the Lumen Service Level Agreement available at 
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html and subject to change. If Lumen changes the Lumen 
Service Level Agreement and the change is material and detrimental, Customer may request and receive the last version of the Service 
Level Agreement in effect before the change. 
 
3. Customer Responsibilities. 
 
3.1 Charges. Customer will be billed non-recurring charges (“NRC”) and monthly recurring charges (“MRC”) for Service as set forth 
in an Order(s). NRC include applicable installation charges for local-access circuit, port connection, and bandwidth. MRC include local-
access charges, port connection charges, and bandwidth charges. Other charges, including but not limited to usage-based charges, may 
apply as stated in the Order(s). The Services are available with Flat-Rate, Commit Plus Burst, or Billing Arrangement billing types. 

https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
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Construction charges apply if special construction is required to extend Service to the demarcation point. If Customer does not approve 
of the Construction charges after Lumen notifies Customer of the charges, the Service ordered will be deemed cancelled.  
 
3.2 Additional Customer Responsibilities. Customer is solely responsible for all equipment and other facilities used in connection 
with the Service which are not provided by Lumen. All IP addresses, if any, assigned to Customer by Lumen will revert to Lumen upon 
termination of Service, and Customer will cease using such addresses as of the effective date of termination. Unless the parties otherwise 
agree in writing, Customer has sole responsibility for ordering, securing installation, and ensuring proper operation of any and all 
equipment required to enable Customer to receive the Service. 
 
3.3 Resale Restriction. Notwithstanding anything to the contrary in the Agreement, Customer is prohibited from reselling any 
Internet Service or any ports provided under this Service Schedule as a stand-alone service to a third party without the express written 
consent of Lumen, provided, however that Customer may bundle any Internet Service or any ports provided pursuant to this Service 
Schedule with any other Lumen services (to the extent resale of those service is allowed) or the services of Customer and resell such 
bundled service to Customer’s subscribers and its customers. The Parties agree that the preceding is not applicable to Converged Voice-
Internet Service, and Customer is prohibited from reselling any Converged Voice-Internet Service unless the parties enter into an 
amendment signed by authorized representatives of both parties. 
 
3.4 Business Contact Information. Customer must provide to Lumen the names of and contact information (“Business Contact 
Information”) for its employees (“Business Contacts”) who have purchasing or other responsibilities relevant to Lumen’s delivery of 
international Service under this Service Schedule. Customer consents to Lumen’s and its affiliates or subcontractors’ use and transfer to 
the United States of Business Contact Information for the purpose of: (a) fulfilling its obligations under this Service Schedule; and (b) 
providing information to Customer about Lumen’s products and services via these Business Contacts. Customer represents that the 
Business Contact Information is accurate and that each Business Contact has consented to Lumen’s processing of their Business Contact 
Information for the purposes set forth in this Service Schedule. The Business Contact Information provided by Customer has been 
collected, processed, and transferred in accordance with applicable laws, including, where applicable, any necessary notification to the 
relevant data protection authority in the territory in which Customer is established (“Authority”). Customer will notify Lumen promptly of 
staffing or other changes that affect Lumen’s use of Business Contact Information. Lumen will have in place technical and organizational 
measures that support a level of security appropriate to the risk represented by the processing and the nature of the Business Contact 
Information and that is designed to protect such information against accidental or unlawful destruction or accidental loss, alteration, and 
unauthorized disclosure or access. Lumen will use the information only for the express purposes set forth in this Service Schedule. Lumen 
will identify a contact authorized to respond to inquiries concerning processing of Business Contact Information and will reasonably 
cooperate in good faith with Customer and the Authority concerning all such inquiries without excessive delays. 
 
4. Reserved. 
 
 



Oregon P.U.C. Tariff No. 1 Section 6.9 
 

 

Effective June 10, 2025 Page 1 of 3 
 

© Lumen Technologies. All Rights Reserved. 
 

 

LUMEN SOLUTIONS AND SERVICES SCHEDULE 

 
1. General. This Solutions and Services Schedule (“Schedule”), which may also be referred to as Lumen Custom Solutions and 
Services Schedule, is entered into between Lumen and Customer. ”Lumen” is defined for purposes of this Schedule as CenturyLink 
Communications, LLC d/b/a Lumen Technologies Group or its affiliated entities providing Services under this Schedule. This Schedule is 
governed by and incorporates by reference the Lumen or CenturyLink Master Service Agreement (“MSA”) or other service agreement 
executed between the parties, or the then current standard Lumen Master Service Agreement if no agreement has been executed. This 
Schedule, any attached or incorporated documents, Statements of Work (“SOWs”), Solution Service Orders (“SSOs”), Change Requests, 
and the applicable agreement between Lumen and Customer collectively comprise the agreement between the parties (“Agreement”). If 
the MSA or other service agreement is silent or conflicts with this Schedule, this Schedule controls for purposes of the Services provided 
under this Schedule unless otherwise set forth in a SOW or SSO. Capitalized terms used and not otherwise defined in this Schedule will 
have the meaning set forth in the Agreement. 
 
1.1 Additional General Terms. Service charges are exclusive of taxes and presented without reduction for any Withholding Tax, 
all of which are the responsibility of the Customer. “Withholding Tax” means any amount or account of tax on sources of income which a 
payor is obliged to deduct from payments due to a recipient and account for or to any tax authority. In the event that any payment to be 
made to Lumen under this Schedule should be subject to reduction by reason of a Withholding Tax, Customer agrees to pay Lumen such 
amounts as would have been necessary so that the aggregate net amount received by Lumen after application of a Withholding Tax is 
the same amount as would have been received by Lumen if there had been no requirement to deduct or withhold such tax.  
 
2. Services. Lumen will provide services identified in the applicable SOW, SSO, or Change Request (“Services”). Services are 
provided by the Lumen affiliate identified in the SOW, SSO, or invoice. Lumen may utilize its own employees or subcontractors and may 
change, modify, or replace any Lumen hardware, software, or equipment used to deliver Services. Customer will comply with the 
responsibilities identified in this Schedule, the SOW, SSO or Change Request. Lumen’s performance will be excused where the Services 
are contingent upon Customer’s performance until Customer complies with its responsibilities. Lumen will receive additional time to 
complete the Services after Customer complies. Customer’s noncompliance may result in an adjustment of the charges, including charges 
for additional hours required to complete the Services. Any service level commitments or remedies are contained in the applicable SOW 
or SSO. 
 
3. Customer Responsibilities. 
 
3.1       Charges; Service Commencement. Lumen will begin billing for Services as of the “Service Commencement Date” which is the 
date Lumen begins performing the Services, or as may be set forth in the applicable SOW or SSO. Charges for certain Services are 
subject to (a) a property tax surcharge and (b) a cost recovery fee per month to reimburse Lumen for various governmental taxes and 
surcharges. Such charges are subject to change by Lumen and will be applied regardless of whether Customer has delivered a valid tax 
exemption certificate. For additional details on taxes and surcharges that are assessed, visit www.lumen.com/taxes. 
 
3.2 Non-solicitation. Customer or its third party will not knowingly solicit or recruit for employment or hire any Lumen Resource for 
one year following the termination of a SOW for which the Lumen Resource performed work for Customer, except that Customer may 
recruit or hire a Lumen Resource identified by Customer solely as a result of the Lumen Resource’s response to a non-specific, general 
advertisement by Customer. “Lumen Resource” means a non-exclusive team consisting of either Lumen employees, consultants or 
contractors assigned by Lumen to perform the Services. This provision does not apply to any Lumen Resource working in Minnesota. 
 
4. Additional Terms, Service Limitations and Disclaimers. 
 
4.1        Service Limitations. Lumen will not be liable for any damages incurred by Customer or third parties resulting from Customer’s 
reliance upon (or implementation of recommendations from) results, reports, tests, or recommendations received by Customer. Each 
party’s total aggregate liability arising from or related to the Services will be limited to the total charges paid or payable under the applicable 
SOW or SSO that gave rise to the claim, except that Customer remains liable for its payment obligations and any Customer specific 
indemnification obligations. Customer’s sole remedy for any dissatisfaction with the performance of any of the Services is to terminate 
the relevant SOW or SSO unless an SLA applies.    
 
4.2      Disclaimer of Warranties. THE SERVICES, INCLUDING ANY HARDWARE OR SOFTWARE, ARE PROVIDED “AS IS” 
WITHOUT ANY WARRANTIES OF ANY KIND, WHETHER STATUTORY, EXPRESS OR IMPLIED, INCLUDING BUT NOT LIMITED 
TO, WARRANTIES OF TITLE, NONINFRINGEMENT, MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, ACCURACY, 
COMPLETENESS, COMPATIBILITY WITH CUSTOMER SOFTWARE OR EQUIPMENT, OR ANY RESULTS TO BE ACHIEVED 
THEREFROM.  LUMEN MAKES NO WARRANTIES OR REPRESENTATIONS THAT (A) THE SERVICE WILL BE FREE FROM LOSS 
OR LIABILITY ARISING OUT OF (I) HACKING OR SIMILAR MALICIOUS ACTIVITY, OR (II) ANY ACT OR OMISSION OF THE 
CUSTOMER; (B) ALL ERRORS CAN OR WILL BE CORRECTED OR IDENTIFIED; (C) ALL RISKS, POTENTIAL SECURITY AND/OR 
COMPLIANCE GAPS WILL BE IDENTIFIED; OR (D) THAT THE SERVICES WILL BE UNINTERRUPTED, ERROR-FREE, ACCURATE, 
COMPLETE OR EFFECTIVE IN ACHIEVING CUSTOMER’S SECURITY AND COMPLIANCE RELATED OBJECTIVES.   
 
4.3 Compliance and Security. Lumen has adopted and implemented, and will maintain, a corporate information security program 
designed to protect data transmitted or processed by Lumen from loss, misuse and unauthorized access or disclosure. Such program 
includes formal information security policies and procedures. The Lumen information security program is subject to reasonable changes 

http://www.lumen.com/taxes
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by Lumen from time to time. Customer will ensure that all Customer data transmitted or processed via the Service complies with applicable 
law and reasonable information security practices, including those involving encryption.  
 
4.4 Intellectual Property; Software.  
 
4.4.1 Intellectual Property. Lumen's intellectual property and proprietary rights and technology includes services, software (in source 
and object forms), software tools, hardware designs, algorithms, user interface designs, architecture, class libraries, report formats and 
the copyright in such reports (which such copyright excludes Customer Technology), objects and documentation (both printed and 
electronic), network designs, know-how, trade secrets and any related intellectual property rights throughout the world and also including 
any derivatives, improvements, enhancements or extensions of Lumen Technology conceived, reduced to practice, or developed or 
acquired in the course of configuring, performing, or managing the Service (collectively, “Lumen Technology”). Each party agrees that it 
will not, directly or indirectly, (i) reverse engineer, decompile, reproduce or otherwise attempt to derive or gain access to source code, 
trade secrets, or other intellectual property; (ii) copy, modify or create derivative works in whole or in part (unless expressly provided 
herein); (iii) resell, license, sublicense, transfer or otherwise make available; (iv) remove any proprietary notices; or (v) use any 
information, material, software or technology of the other party or its licensors in any manner or for any purpose that infringes, 
misappropriates, or otherwise violates any intellectual property right. Except as expressly set forth below with respect to Document 
Deliverables, nothing in this Schedule or the performance of it conveys, or otherwise transfers any right, title, or interest in any intellectual 
property or other proprietary rights held by either party or its licensors.   
 
4.4.2 Customer License to Document Deliverables. Upon receipt of full payment, Lumen grants to Customer an irrevocable, 
perpetual, non-exclusive, world-wide, right and limited license under Lumen’s copyright rights to internally use, reproduce, distribute 
copies of and prepare derivative works of the Document Deliverables (“Deliverable License”); provided however, Customer will treat the 
Document Deliverables as “confidential” pursuant to the terms of the Agreement and any applicable confidentiality agreement(s) by and 
between Customer and Lumen unless otherwise agreed to by Lumen. For purposes of this Section, “Document Deliverables” will mean 
any reports, recommendations, solution analysis, or other documentation prepared by Lumen exclusively for Customer pursuant to an 
applicable SOW or SSO.    
 
4.4.3 Lumen Provided Software. Customer and its users will not use any software provided by Lumen or its licensors, including any 
corresponding documentation, for any purposes beyond the scope of the license or grant of access. Customer agrees that certain third 
party licensors of the software may require an end user license or agreement (“EULA”) identified in the SOW or SSO and/or any applicable 
manufacturer terms and conditions located on manufacturer’s website. Customer understands that any such EULA or terms may be 
modified or added at any time. All rights in and to any such third-party software are reserved by and remain with the applicable third 
parties. Customer acknowledges and agrees that it is solely responsible for ensuring its software and systems are current and supportable 
with respect to any such software, including purchasing supported upgrades at its cost where needed for Lumen’s continued performance 
of Services. Lumen may charge Customer for support or additional tasks incurred from Customer’s continued use of an unsupported 
configuration. Customer’s failure to do so may result in Lumen’s inability to provide the Services and Lumen will have no liability in such 
events. 
 
4.4.4 Customer Provided Software and Customer Technology. If Customer elects to use Customer provided and/or licensed 
software in connection with the Services or make such software available to its end users, Customer is solely responsible for (a) selecting, 
licensing, installing and maintaining any such software, including any related applications and systems; (b) ensuring adherence to current 
technical documentation, all applicable licensing terms, requirements, and/or restrictions and all applicable laws with respect to such 
software; and (c) ensuring Lumen has all appropriate access, permissions and ability to contact the applicable licensor on Customer’s 
behalf. Customer acknowledges that Customer’s failure to perform any of the foregoing responsibilities may result in Lumen’s inability to 
provide the Services, in which case, Lumen will have no liability for failure to provide such Services. To the extent required by Lumen to 
provide the Services, Customer grants to Lumen, its subsidiaries, affiliates, and any third parties performing all or part of the Service on 
behalf of Lumen a non-exclusive, non-transferable, royalty-free license to use Customer Technology. All right, title and interest in and to 
any Customer Technology will remain solely with Customer, its affiliates and their licensors. “Customer Technology” means the 
technology, content and other information of Customer and its licensors, including Customer's Internet operations design, software tools, 
hardware designs, algorithms, software (in source and object forms), user interface designs, architecture, class libraries, objects and 
documentation (both printed and electronic), know-how, trade secrets and any related intellectual property rights throughout the world.  
 
4.4.5 Freedom of Action. Nothing in the Agreement will preclude Lumen from developing, marketing, and distributing any software 
or integration code or performing any services similar to the Services for itself or for any third party, provided that Lumen is in compliance 
with confidentiality obligations under the Agreement. 
 
4.5 Confidentiality. In addition to the confidentiality terms contained in the Agreement, confidential information also includes Lumen 
Technology and Customer Technology. Lumen Technology and all enhancements and improvements are the exclusive property and 
confidential information of Lumen. Customer Technology and all enhancements and improvements are the exclusive property and 
confidential information of Customer. Confidential information will not include Customer data, the obligations for which are governed by 
the Compliance and Security section.   
 
4.6 Miscellaneous. Customer will defend Lumen, its affiliates, agents, and contractors from any third party claims arising from the 
actions of Customer and its employees as related to the Services or Lumen Resources and pay for any resulting damages or settlement 
costs. Customer is prohibited from reselling Services provided pursuant to this Schedule or any SOW or SSO without the express written 
consent of Lumen and, if applicable, Lumen’s subcontractor. Lumen or its subcontractor(s) may access or use Customer’s personal 
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information (including business contact information) across its global geographic operations as necessary to provide, support or improve 
Services or to otherwise perform under the Agreement. Customer will ensure that all information provided to Lumen is accurate at all 
times and that any business contact has consented to Lumen’s processing of Customer’s personal information for such purposes.  
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 .  
1. Services. 
 
1.1 Qwest Corporation d/b/a CenturyLink QC ("CenturyLink”) will provide, and Customer will purchase, the CenturyLink Request for 
Assistance Text Message Gateway Service (“Service”) provided under this Service Schedule.  CenturyLink will provide the ETG systems 
to enable routing and processing of text message dialogues to and between Customer and the Request Initiator.  CenturyLink does not 
provide SMS text messaging services.  CenturyLink’s responsibility for Request for Assistance Text Message Gateway Service begins 
when text messages have been delivered to the ETG.  CenturyLink does not answer and forward SMS text messages. “ETG” means 
Emergency Text Gateway, which is a system that on receipt of a new SMS message requests the location of the caller from the 
participating wireless carriers’ location server and is able to simultaneously process, route, and track emergency text dialogues for multiple 
public safety answering point (“PSAP”) users. A PSAP is an agency authorized to receive and respond to emergency calls. One or more 
PSAPs may be required for any given municipality or metropolitan area. “Request Initiator” means the person sending a text message 
from a wireless device to request assistance from a PSAP. “SMS” means Short Message Service, which is a protocol for text messaging. 
SMS text messages are delivered through wireless carrier networks on a bandwidth-available basis, and message delivery is not 
guaranteed. 
 
1.2 Service cannot be enabled until Customer has implemented its transport method. Service does not include any transport.  
Customer acknowledges and understands that any transport used in conjunction with the Service is ordered separately.  Customer further 
acknowledges and understands that these separate transport options, (such as IP transport) may create limitations on access to the 
Service provided under this Service Schedule.  
 
1.3 A PSAP cannot originate SMS text messages using this Service.  
 
1.4 Only SMS text messages that originate within the PSAP’s boundaries will be routed to the PSAP. Service does not currently 
have transfer capability.  If it is determined that a request belongs to another PSAP, the Request Initiator or the call taker will have to call 
the other PSAP and relay the message via voice or other transmission method. 
 
2. Transport Service for Non-A9-1-1 Capable Customers. For customers that are not A9-1-1 capable, the Service transports the 
SMS text messaging over a single encrypted VPN tunnel over the customer’s Internet provided access (“Transport Service”). The following 
additional limitations apply to Transport Service. For purposes of this Service Schedule, the term “Service” also includes “Transport 
Service.”  Transport Service does not support voice 911 or ALI services.  Service performance for Transport Service does not include 
Customer’s Internet access service. Customer acknowledges that availability for Transport Service is dependent upon Customer’s Internet 
access and the reliability of Customer’s Internet access. In the event Customer experiences an outage in its Internet service, CenturyLink 
is not responsible for the time needed to repair and resume Service over the Internet access. Customer accepts sole responsibility to 
restore Internet access with its Internet Service Provider.  Customer will provide a secure space for storage of the equipment within 100 
feet of Customer’s Internet demarcation point. 
 
3. Responsibilities. 
 
3.1 PSAP will ensure that its facilities are capable of receiving SMS text message and must meet the currently supported revision 
level and hardware requirements for the Service and must maintain a supported revision level at all times. 
 
3.2 CenturyLink will be responsible for on-site installation for equipment that will be located at Customer’s premises solely in 
connection with the Service.  Customer will ensure that its personnel are available to receive delivery of the equipment at a date and time 
to be determined between CenturyLink and Customer.  Customer agrees to grant reasonable right of entry to CenturyLink to deliver the 
equipment or perform services contemplated under this Service Schedule, or both, and will make available a reasonable amount of 
appropriate, secure space for storage of the equipment as necessary to deliver the Service. Customer will pay CenturyLink for any costs 
incurred by CenturyLink for Customer’s failure to provide the storage space and right of entry necessary to deliver the Service. Customer 
is also responsible for proper site preparation, meeting and maintaining proper environmental conditions, including but not l imited to, air 
conditioning, cleanliness, temperature requirements, and electrical requirements as indicated by the equipment’s manufacturer.  Customer 
will not obtain any ownership interests in the equipment, and Customer will: (i) at its own expense, keep the equipment free and clear of 
any claims, liens, and encumbrances of any kind, and (ii) make no alterations or affix any additions or attachments to the equipment, 
except as approved by CenturyLink in writing. 
 
3.3 Customer will cooperate with CenturyLink to ensure that all physical requirements necessary for the Service are met and provide 
personnel to ensure proper installation and testing of the Service.  
 
4. Service Term.  The term will begin on the first installation date of Service (as evidenced by CenturyLink’s records) and will 
continue for the term specified in the valid CenturyLink-issued Quote (“Service Term”).  Upon expiration of the Service Term, Service will 
continue on a month-to month basis until canceled by either party.   
 
5. Cancellation and Termination Charges.  Either party may cancel Service by providing 30 days’ notice to the other party.  If 
Service is canceled before the expiration of the Service Term by Customer for reasons other than for Cause, then Customer will pay a 
cancellation charge equal to: (a) 100% of the Service MRCs multiplied by the number of months remaining to complete the first 12 months 
of the Service Term, if applicable; plus (b) 50% of the Service MRCs multiplied by the number of months remaining in the Service Term.  
“Cause” means the failure of a party to perform a material obligation under this Service Schedule, which failure is not remedied: (a) for 
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payment defaults by Customer, within five days of separate written notice from CenturyLink of such default; or (b) for any other material 
breach, within 30 days of written notice (unless a different notice period is specified in a Service Attachment).  Customer remains 
responsible for all accrued and unpaid charges for the canceled Service provided through the effective date of such cancellation.  
 
6. Billing and Payment.  Customer will pay the monthly recurring charges (“MRCs”) and non-recurring charges (“NRCs”) related 
to the Services set forth in the valid CenturyLink-issued Quote within 30 days of the invoice date.  CenturyLink reserves the right to revise 
rates if a change in the statutes or administrative rules affects the cost of providing Service.  Customer may add Service under this Service 
Schedule at the rates and charges in effect at the time.  Any terms and conditions in a Customer issued purchase order or other Customer 
ordering document other than quantity and description of Services ordered will have no force or effect. Any Customer-issued purchase 
order must reference this Schedule. 
 
7. Limitations of Service using SMS Text Messaging.  The parties agree and understand that CenturyLink does not provide 
SMS text messaging service. Customer acknowledges and agrees to the following limitations inherent with SMS text messaging: (a) There 
is no prioritization of a 9-1-1 message over other traffic (i.e., a 9-1-1 text message will not go to the top of the queue); (b) New and in-
process text dialogues could be delayed, dropped, or lost due to SMS, systems, or network failures for both incoming text messages and 
for outgoing returned messages from PSAP to Request Initiator; (c)  SMS Text messages are limited to a 160-character limit; (d) Serious 
SMS system or SMS network failures could result in Service being temporarily unavailable due to the SMS network and/or a wireless 
carrier location server; (e) Conference, simultaneous SMS text messaging with more than two persons, and PSAP monitoring 
functionalities are not supported; (f) The maximum number of text messages that can be queued is configurable by the PSAP, and if the 
upper limit is exceeded, new text messages will not be delivered; (g) SMS text messaging for emergency use is an emerging technology 
and Service is not a replacement for established landline and wireless 9-1-1 services; (h) SMS infrastructure is not currently built to public 
safety standards and may experience increased latency and potential for dropped messages; (i) SMS text messaging does not include 
Automatic Location Information (ALI) capabilities; (j) Location and contact information must be provided by the Request Initiator and (k) 
The 9-1-1 system will not query the ALI system nor receive an ALI response for text messages. 
 
8. Disclaimer CENTURYLINK ACCEPTS NO RESPONSIBILITY FOR THE DELIVERY OR TIMING OF SMS TEXT 
MESSAGES, THE CONTENT OF THE SMS TEXT MESSAGES THAT ARE RECEIVED, OR FOR THE ACCURACY OF THE IDENTITY, 
LOCATION, OR CALLBACK NUMBER OF THE REQUEST INITIATOR.  
 
9. Confidentiality.  SMS text messages might contain names, addresses and telephone numbers of telecommunication service 
subscribers, including non-published and non-listed telephone service.  The parties understand and agree that such information may be 
considered to be Confidential Information under state or federal laws or regulations, and there are certain duties and responsibilities imposed 
by this Service Schedule and by law or tariff with regard to the use and distribution of such information. 
 
10. HIPAA.  To the extent the Services involve the ongoing storage of or routine access to PHI (as defined under the Health Insurance 
Portability and Accountability Act of 1996, as amended, “HIPAA”), or CenturyLink is otherwise acting as a Business Associate (pursuant 
to HIPAA), CenturyLink will agree to the terms in its then-current Business Associate Agreement upon Customer’s request. 
 
11. Other Terms.  
 
11.1 Service Notices. Notices for disconnection of Service must be submitted to CenturyLink via Email at: 
BusinessDisconnects@Centurylink.com. Notices of non-renewal for Services must be sent via e-mail to: CenturyLink, Attn.: CenturyLink 
NoRenew, e-mail: Norenew@centurylink.com. Notices for billing inquiries/disputes or requests for Service Level credits must be submitted 
to CenturyLink via Customer’s portal at https://www.centurylink.com/business/login/ or via Email at: Care.Inquiry@Centurylink.com. All 
other routine operational notices will be provided by Customer to its CenturyLink sales representative. 
 
11.2 Conflicts. If a conflict exists among the provisions of the Service Attachments, the order of priority will be as follows: this Service 
Schedule and its Addendums, the general terms of the Agreement, SLA, SOW (if any) and Order Form, as applicable, and then any other 
documents attached or expressly incorporated into the Agreement. 
 

https://www.centurylink.com/business/login/


Oregon P.U.C. Tariff No. 1 Section 6.11 
 

 

Effective June 10, 2025 

Lumen's Acceptable Use Policy 

 

This Acceptable Use Policy ("AUP") defines acceptable practices relating to the use of Lumen’s network, websites, 

systems, facilities, products, and services (collectively, the "Services") by Lumen customers and users that have 

gained access to the Services through customer accounts (collectively, “Users”). The Services must be used in a 

manner that is consistent with the intended purpose of the Services and the terms of the applicable agreement with 

Lumen. By using the Services, Users consent to be bound by the terms of this AUP. For purposes of this AUP, 

“Lumen” includes CenturyLink Communications, LLC d/b/a Lumen Technologies Group or its affiliated entities, 

including direct and indirect subsidiaries of Lumen, Inc. 

 

Prohibited Conduct. 

• General. Users will not use the Services to transmit, distribute or store material in a manner that: (a) violates 

any applicable law or regulation; (b) may adversely affect the Services or Users; (c) may expose Lumen to 

criminal or civil liability or (d) violate, infringe upon or otherwise misappropriate any third party rights, 

including intellectual property rights, rights of publicity and privacy rights. Users are prohibited from 

facilitating the violation of any part of this AUP or applicable third-party policies, including, but not limited to 

transmitting, distributing, or otherwise making available any product or service that violates this AUP or 

another provider's policy. 

• Inappropriate Content. Users will not use the Services to transmit, distribute or store material that Lumen 

reasonably determines is inappropriate, obscene, indecent, defamatory, libelous, tortious, threatening, 

abusive, hateful, or excessively violent. Users will also not use the Services to host terrorist-related web 

sites, including sites that advocate human violence and hate crimes based upon religion, ethnicity, or 

country of origin. 

• Intellectual Property. Material accessible through the Services may be subject to protection under privacy, 

publicity, or other personal rights and intellectual property rights, including but not limited to, copyrights and 

laws protecting patents, trademarks, trade secrets or other proprietary information. Users will not use the 

Services in any manner that would infringe, dilute, misappropriate, or otherwise violate any such rights. If a 

domain name is used with any of the Services, it may not be used in violation of the trademark, service 

mark, or other rights of any third party. 

• Harmful Content. Users will not use the Services to transmit, distribute or store content or material that may 

be harmful to or interfere with the Services or any third party's networks, systems, services, or websites. 

Prohibited harmful content includes, but is not limited to, viruses, worms, or Trojan horses, root kits, 

password crackers, adware, and key stroke capture programs. 

• Fraudulent/Misleading Content. Users will not use the Services to transmit or distribute content or material 

containing fraudulent offers for goods or services, or advertising or promotional materials that contain false, 

deceptive, or misleading statements, claims, or representations. In addition, Users are prohibited from 

submitting any false or inaccurate data on any order form, contract or online application, including the 

fraudulent use of credit cards. 

• Email and Unsolicited Messages. Users will not use the Services to (i) transmit unsolicited e-mail 

messages, including, without limitation, unsolicited bulk email, where such emails could reasonably be 

expected to provoke complaints; and (ii) send e-mail messages which are excessive and/or intended to 

harass or annoy others ("Spam"). Further, Users are prohibited from using the service of another provider to 

send Spam to promote a site hosted on or connected to the Services. In addition, Users will not use the 

Services to (a) continue to send e-mail messages to a recipient that has indicated that he/she does not wish 

to receive them; (b) send e-mail with forged TCP/IP packet header information; (c) send malicious e-mail, 

including, but not limited to, "mail-bombing"; (d) send or receive e-mail messages in a manner that violates 

the use policies of any other service provider; or (e) use an e-mail box exclusively as a storage space for 

data. 

• Third Party Rules; Usenet. Users will not use the Services in violation of the rules, guidelines or 

agreements associated with search engines, subscription Web services, chat areas, bulletin boards, Web 

pages, USENET, or other services accessed via the Services. 

• Inappropriate Actions. Users will not use the Services to conduct activities that may be harmful to or 

interfere with the Services, a User’s terminal session or any third party's networks, systems, services, or 

websites. Users will not engage in any activities designed to harass, or that will preclude or interfere with the 

use of Service (e.g., synchronized number sequence attacks) by any other User on the Lumen network or 

on another provider’s network. In addition, Users will not use the Service (a) by any means or device to 
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avoid payment; (b) to access User’s account or Lumen Services after User has terminated User’s account; 

(c) on behalf of persons or firms listed in the Spamhaus Register of Known Spam Operations database at 

www.spamhaus.org; or (d) to engage in phishing activities. Users will not use the Service to engage in any 

activities that may interfere with the ability of others to access or use the Service or the Internet. 

• Illegal Use: User will not use the Services in a manner that constitutes illegal activities, including but not 

limited to, death threats, terroristic threats, threats of harm to another individual, multi-level marketing 

schemes, HYIP or Ponzi schemes, invasion of privacy, credit card fraud, racketeering, defamation, slander, 

child pornography and violations of the Child Protection Act of 1984, or any other applicable law. 

• Security Breaches and Obligations. Users are prohibited from violating or attempting to violate the 

security of the Services or the computers, accounts, or networks of another party, including but not limited 

to, circumventing the user authentication or security of any host, network or account. Users will not use the 

Services to cause security breaches or disruptions of Internet communication and/or connectivity. Security 

breaches include, but are not limited to, accessing data, accounts or systems without authorization or 

logging into a server or account that the User is not expressly authorized to access and denial of service 

attacks. Disruptions include port scans, flood pings, email-bombing, packet spoofing, IP spoofing, forged 

routing information. User must use reasonable care in keeping its software on the Lumen’s servers 

up-to-date and patched with the latest security updates. 

• IP Allocation. Users are prohibited from using IP addresses not allocated for use or on unassigned VLANs 

or servers. All IP Addresses currently owned and registered to Lumen are non-transferable and 

non-portable. User retains no ownership or transfer rights. User will only announce border gate protocol 

(“BGP”) prefixes for which the User owns, shows a valid LOA or WHOIS entry indicating the prefixes are 

leased or loaned for their use, or acquired from Lumen. 

• IP Portability: Users using Lumen IP space with other ISP’s must also advertise the routes on a directly 

connected Lumen session. The User’s advertisement to Lumen must not require significant traffic 

engineering (such as BGP prepending), and the User must have adequate transit capacity. 

• IP Records: Users must maintain current registrations of their ASNs and IP space from the regional 

registries that assigned such resources. Failure to maintain registration may result in Lumen not providing 

routing transit for the ASNs and the IP space. 

• Infrastructure Investment and Jobs Act (IIJA) Grant Programs: Any User participating in an IIJA 

program, including but not limited to, the Middle Mile Grant, Tribal Connectivity Broadband, and the 

Broadband Equity Access and Deployment (BEAD) Grant Programs, will not pay for Services with funds 

obtained through the IIJA or other similar grants that would obligate Lumen to provide certain information or 

perform certain regulatory compliance functions, unless each of those functions and obligations is explicitly 

identified and agreed to by the parties in the Agreement or in an amendment to the Agreement. 

 

Rights of Lumen.   

• Lumen may suspend or terminate Service of any User which Lumen believes has violated any element of 

this AUP. Lumen will suspend Service for violation of the AUP on the most limited basis as Lumen 

determines is reasonably practical under the circumstances to address the underlying violation. Lumen will 

attempt to notify Users via email or other method prior to suspending Service for violation of the AUP; 

provided, however, Lumen may suspend Service without notice if Lumen becomes aware of a violation of 

any applicable law or regulation or activity, including but not limited to a violation of the AUP that exposes 

Lumen to criminal or civil liability or that exposes the Lumen network or Lumen customers' network or 

property to harm. Such harm to a network may include, but is not limited to, risk of having an IP address 

placed on blacklists. Lumen may take such further action as Lumen determines to be appropriate under the 

circumstances to eliminate or preclude repeat violations.   

• Lumen reserves the right to take down any material―or otherwise block access to―created or accessible 

on or through the Services and suspend or terminate any User creating, storing or disseminating material 

where Lumen becomes aware that the material violates this AUP and/or exposes Lumen to civil or criminal 

liability, including without limitation, under applicable copyright laws. Lumen reserves the right to avail itself 

to the safe harbor provisions of the Digital Millennium Copyright Act. 

• Please click here for information relating to the Service Provider/Designated Agent Information pursuant to 

the Digital Millennium Copyright Act, 17 U.S.C., Section 512(c). 

• Users are responsible for configuring their own systems to provide the maximum possible accountability. 

Lumen shall not be liable for any damage caused by such system configurations regardless of whether such 

configurations have been authorized or requested by Lumen. For example, Users should ensure there are 

https://www.copyright.gov/dmca-directory/
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clear "path" lines in news headers so that the originator of a post may be identified. Users should also 

configure their Mail Transport Agents (MTA) to authenticate (by look-up on the name or similar procedures) 

any system that connects to perform a mail exchange, and should generally present header data as clearly 

possible. As another example, Users should maintain logs of dynamically assigned IP addresses. Users are 

responsible for educating themselves and configuring their systems with at least basic security. Should 

systems at a User's site be violated, the User is responsible for reporting the violation and then fixing the 

exploited system. For instance, should a site be abused to distribute unlicensed software due to a poorly 

configured FTP (File Transfer Protocol) Server, the User is responsible for re-configuring the system to stop 

the abuse. 

• Lumen reserves the right to cooperate with legal authorities and third parties in the investigation of any 

alleged wrongdoing related to this AUP, including the disclosure of the identity of the User that Lumen 

deems responsible for the wrongdoing. Lumen will not be liable for any damages of any nature suffered by 

any User, or any third party resulting in whole or in part from Lumen's exercise of its rights under this AUP. 

• Lumen reserves the right to install and use, or require that User install and use, any appropriate devices to 

prevent violations of this Policy, including devices designed to filter or terminate access to the Service. By 

accepting and using the Service, Users consent to allowing Lumen to collect service information and routing 

information in the normal course of our business, and to use such information for general business 

purposes. Users may not use the Service to monitor any data, information or communications on any 

network or system without authorization. Users may not attempt to gain unauthorized access to the accounts 

or passwords of other Users. 

• In most cases, Lumen will notify Users of complaints received by Lumen regarding an alleged violation of 

this Policy. User agrees to promptly investigate all such complaints, assign a representative responsible for 

receciving communications, and take all necessary actions to remedy any violations of this Policy. Lumen 

may inform the complainant that the complaint is being investigated and may provide the complainant with 

the necessary User contact information to resolve the complaint directly.  

• Lumen reserves the right to modify this AUP in its discretion at any time. Modifications will be effective upon 

posting, and use of the Services after such modification constitutes acceptance of the modifications. 

 

Responsibility for Content. Lumen takes no responsibility for any content or material created or accessible on or 

through the Services and will not exercise any editorial control over content or material. Lumen is not obligated to 

monitor material or content but reserves the right to do so. 

 

Violations of this AUP may be reported to: abuse@aup.lumen.com. 

 

mailto:abuse@aup.lumen.com
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LUMEN ENTERPRISE ACCESS SERVICES SERVICE SCHEDULE 
 

1. General. This Service Schedule is applicable only where Customer orders Enterprise Access Services (“EAS” or “Service”). 
EAS may also be referred to as Enterprise Broadband Access Service (“EBAS”) services on ordering, invoicing, or other documentation. 
This Service Schedule incorporates the terms of the Master Service Agreement or other service agreement under which Lumen or an 
affiliate provides service to Customer (the “Agreement”). “Lumen” is defined for purposes of this Service Schedule as CenturyLink 
Communications, LLC d/b/a Lumen Technologies Group or its affiliated entities providing Services under this Service Schedule. Lumen 
may subcontract any or all of the work to be performed under this Service Schedule. All capitalized terms that are used but not defined 
in this Service Schedule are defined in the Agreement or Order. 
 
1.1 Additional General Terms. For Services provided outside the United States, Customer or its local affiliate may be required to 
enter into a separate local country addendum/agreement (as approved by local authorities) (“LCA”) with the respective Lumen affiliate 
that provides the local Service(s). Such Lumen affiliate will invoice Customer or its local affiliate for the respective local Service(s). 
  
1.2 Withholding Taxes. All invoices will be issued to Customer and paid in the currency specified in the Order or Pricing 
Attachment. Customer will pay such invoices free of currency exchange costs, or bank charges. Service charges are exclusive of Taxes 
and presented without reduction for any Withholding Tax, all of which are the responsibility of the Customer. “Withholding Tax” means 
any amount on account of tax on sources of income which a payor is obliged to deduct from payments due to a recipient and account for 
to any tax authority. In the event that any payment to be made to Lumen under this Service Schedule should be subject to reduction by 
reason of a Withholding Tax, Customer agrees to pay Lumen such amounts as would have been necessary so that the aggregate net 
amount received by Lumen after application of a Withholding Tax, is the same amount as would have been received by Lumen if there 
had been no requirement to deduct or withhold such tax. 
 
2. Services. Subject to availability, EAS is available as Broadband Internet Access Service or Cellular Internet Access Service.  
Any managed device provided as part of the Service is subject to the separate Lumen Managed Network Service Schedule.   
 
2.1 Broadband Internet Access (“BIA”). BIA includes (a) third-party provided unsecured local internet broadband service, satellite 
internet service, or low earth orbiting satellite (“LEO”) service and (b) a Lumen provided modem or kit. If BIA Service is local internet 
broadband service, 24x7 monitoring and management of the local internet broadband service and On-Site Installation are also included. 
Lumen or its third-party provider will monitor the Gateway IP of the modem provided with the third-party internet broadband service for 
up/down status. Service does not include performance monitoring. Lumen or its third-party provider will not monitor for packet loss, 
latency, or jitter. Monitoring and management are not available for satellite service, LEO service, or if Customer orders local internet 
broadband service with DHCP. If BIA is paired with a separately purchased Lumen provided management service, the management and 
monitoring will be provided through the Lumen provided management service not BIA. In some scenarios, Lumen may use an aggregator 
to procure service from a third-party broadband carrier and provision service to Customer. BIA may appear as Lumen IQ Delta Port 
Internet Connection on ordering, invoicing, or other documentation.   
 
2.2 Cellular Internet Access Service (“CIA”). CIA includes (a) a managed wireless enabled device (“Wireless Device”) (b) a 
wireless SIM card that enables the wireless connection, and (c) a data plan. CIA is available in one of the configuration options listed 
below. CIA is offered as a machine-to-machine wireless communication service for the receipt and transmission of data, information or 
messages. 
 
(a) Primary. CIA is the only access method at Customer’s premises. Primary CIA may appear as Enterprise Wireless Access 
Service (“EWAS”) on ordering invoicing or other documentation. 
 
(b) Backup. CIA is deployed as a back up to a Lumen provided primary transport service. If the primary transport is unable to 
transmit and receive data (“Primary Transport Interruption”), CIA is designed to automatically route traffic to the wireless device and 
wireless network during the Primary Transport Interruption. Once the primary transport is restored, CIA will revert to back up service.  
Subject to Lumen’s prior approval, Customer may utilize CIA as temporary primary transport (“Temporary Primary Transport”) only until 
either the actual primary transport (“Primary Transport”) is available at the Customer premises or 180 calendar days from the date CIA is 
available for use, whichever is earlier. Upon installation of the Primary Transport, the cellular access service will continue to be used as 
back-up transport if Customer has ordered cellular back-up access service. The Temporary Primary Transport is offered on a best efforts 
basis and Lumen does not provide any service level credits for the Temporary Primary Transport. 
 
2.3 Special Terms for Lumen Procured Service Related to EAS. 
 
2.3.1 Lumen will use reasonable efforts to procure the service type per Customer Site (defined below) as identified in the Order. 
However, Lumen does not commit that a certain service type or technology will be available at a Customer Site. If the specific type set 
forth in an Order is not available, Lumen will notify Customer that the Order for EAS at that specific Customer Site is cancelled. All other 
Customer Sites under the Order will not be impacted.   
 
2.3.2 Additionally, if the monthly recurring charge (MRC) or non-recurring installation charge (NRC) must be increased and/or 
additional costs apply, Lumen will request Customer confirmation of such costs, which confirmation may be provided via e-mail and will 
be binding on Customer. If Customer fails to provide such confirmation within 10 business days, the Order for services at that specific 
Customer Site will be deemed cancelled. 
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2.3.3 If Lumen is incurring charges from the third-party provider but completion of the service delivery cannot occur due to Customer 
delay, inaction, or failure to perform Customer’s obligations, Lumen may begin billing Customer for EAS. 
  
2.3.4 Where Lumen procures  services from third parties, and to the extent that those third parties have the right to change the terms 
and conditions upon which such access is provided, including but not limited to the right to terminate the service and/or to modify rates 
or charges, notwithstanding anything to the contrary in the Agreement, Lumen expressly reserves the right to make corresponding 
changes with Customer for such services. Lumen will provide Customer with as much advanced notice as is reasonable, given the 
notification provided to Lumen from such third-party provider. In the event of a termination, Lumen and Customer will work together in 
good faith to agree upon and expediently procure another type of access service at such Customer Site. 
 
2.3.5 Stated speeds may not be achieved. Actual speeds may vary and are not guaranteed. Effective throughput may be affected by 
several factors including physical layer line issues, overhead from encryption of network traffic, congestion within the public Internet, 
congestion within the underlying third-party access network, TCP window fragmentation, application performance, server loads, or 
performance and latency from inefficient routing paths within the Internet. Even data plans described as unlimited may be capped or 
throttled. Maintenance may cause outages, or otherwise temporarily degrade the quality of the Service.  Maintenance may occur at any 
time.  Lumen will not commit to provide Customer with prior notification of maintenance.   
 
2.3.6 Notwithstanding anything to the contrary in the Agreement, Lumen provides no indemnities, representations, or warranties 
related to the third party provided service. 
 
2.3.7  IP addresses will remain, at all times, property of Lumen’s third-party provider and will be non-transferable. Customer will have 
no right to use such IP addresses upon termination or expiration of the Service.  
 
2.4 Modification or Termination of Services by Lumen.  Lumen reserves the right to modify any features or functionalities of EAS 
upon written notice to Customer. If such modification materially affects the features or functionality of EAS, Customer, as its sole remedy, 
may terminate the affected EAS without termination liability. To terminate, Customer must notify Lumen in writing within 60 days of such 
notice from Lumen. 
 
2.5 Enterprise Access Services Service Availability.  Customer's sole remedies for any nonperformance, outages, failures to 
deliver or defects in Service are contained in the Lumen Service Level Agreement available at https://www.lumen.com/en-
us/about/legal/business-customer-terms-conditions.html and is subject to change. If Lumen changes the Lumen Service Level Agreement 
and the change is material and detrimental, Customer may request and receive the last version of the Service Level Agreement in effect 
before the change. 
 
3. Customer Responsibilities. 
 
3.1 Charges. EAS charges will be set forth in an Order and consist of: (a) an NRC, (b) MRC for each Service element at each 
applicable location; (c) any additional charges referenced in the Order, including extended demarcation points, change management, or 
expedite charges. If the NRC is presented as an installment NRC on the Order (“Installment NRC”), Customer will pay the Installment 
NRC charge each month for the duration of the Service Term. Lumen may charge Customer for its additional fees, costs, and expenses 
resulting from Customer’s request for EAS changes, unless such change is due to an act or omission of Lumen. Without limitation to 
Lumen’s other remedies under the Agreement, Lumen reserves the right to charge, and Customer agrees to pay, for any misuse of 
cellular access or satellite internet services or its components, and/or for such usage in excess of Lumen’s established data pool or data 
plan for Customer, separately at the rates then charged to Lumen by the third party cellular or satellite provider.  
 
3.2 Self Installation. Unless Customer orders On-Site Installation, Customer is responsible for Service installation. Customer will 
be responsible for installation of Equipment and integration into the Customer’s network and environment. Customer is responsible for 
necessary preparations at its location(s) for delivery and installation of Equipment including but not limited to: (a) ensuring that Customer’s 
location has access to power and Customer network connections; and (b) cabling, if required. Customer is responsible for Equipment 
placement, mounting, cabling, and connection to any subtended Customer device. Customer is responsible for installing the Equipment 
securely so that Equipment will not become dislodged due to weather or other external factors. It is Customer’s responsibility to ensure 
compliance with all applicable building codes, zoning, ordinances, business district rules, conditions, restrictions, lease obligations and 
landlord/owner approvals and requirements that are applicable to the Services and the installation of the Equipment. Customer is 
responsible for paying any associated fees or other charges, and obtaining any permits and other authorizations necessary for the 
Services and the installation of the Equipment. Should use of the Services require any construction or alteration to property, Lumen or its 
third party provider are not obliged to reimburse any expenses or restore property to the same physical state as prior to delivery of 
Services. If Customer installs the Equipment as a permanent roof mount installation, Customer acknowledges the potential risks 
associated with this type of installation, including, without limitation, with respect to any warranty that applies to penetration of Customer’s 
vehicle/vessel roof, building roof or roof membrane.   
 
3.3 On-Site Installation. If Customer orders On-Site Installation, Customer is responsible for necessary preparations at its 
location(s) for the delivery and to enable the initial installation of the Service and the ongoing provision of Service, including the relocation 
of Customer’s equipment, furniture, and furnishings as necessary to access the Equipment. Customer will timely perform all inside wiring, 
outside plant work, cabling, openings, connections, and/or building alterations and provide standard AC power to enable delivery of the 
Service and Equipment. Customer must provide any requested information to Lumen or its third-party provider that is necessary to 
complete installation. For example, upon request, Customer will provide Lumen with accurate site and physical network diagrams or maps 

https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
https://www.lumen.com/en-us/about/legal/business-customer-terms-conditions.html
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of a service location, including electrical and other utility service maps. Customer’s authorized representative must be present during 
installation. If Customer misses a scheduled installation or tries to cancel a scheduled installation with less than one full business day 
prior notice, Customer will pay any charges assessed by Lumen’s third-party provider for the missed appointment. Lumen reserves the 
right to cancel the applicable Service order if any scheduled installation has been cancelled, missed or rescheduled by Customer on two 
(2) occasions. If Customer requests subsequent installation-related visits, Customer will pay any additional charges associated with the 
additional work.  
 
3.4 Moves. If Customer moves to another location, including a move within the same building, Customer is not guaranteed to have 
Service at the new location. Customer’s new location must be qualified and any MRCs and NRCs applicable to the new Service will apply. 
Customer will be responsible for any installation costs or Customer approved construction costs to move Service. Moves are not permitted 
for CIA service.  
 
3.5 Customer is responsible for providing design specifications. Customer is solely responsible for all equipment and other facilities 
used in connection with EAS which are not provided by Lumen. Customer must maintain minimum equipment and software necessary to 
receive the Service. Customer will designate one primary and up to two additional Customer contacts and provide e-mail and telephone 
contact details for each such contact (the “Customer Contacts”). Customer will ensure that Lumen is informed of any changes to the 
designation of, and contact details for, the Customer Contacts. Customer will ensure that at least one Customer Contact is available 24x7 
to Lumen. Lumen will only accept, discuss or make changes to the Services with the Customer Contacts. Customer will ensure Lumen 
and its representatives or third-party providers have access to Customer sites, including end user’s residential locations if Lumen 
approves Residential Use (collectively “Customer Site(s)”), for the installation, maintenance, and removal of Equipment and Services as 
scheduled, including obtaining all landlord approvals or letters of agency.   
 
3.6 Customer may not modify Service. Customer will not reverse engineer, decompile, or otherwise attempt to discover the source 
code, object code or underlying structure, ideas or algorithms of the Service, Equipment, SIM cards or data related to the Service. If 
Customer’s misuse, abuse or modification of the Service, Equipment, or network results in a visit to the Customer site for inspection, 
correction, or repair, Lumen may charge Customer a commercially reasonable site visit fee as well as charges for any resulting Equipment 
or network repair or replacement which may be necessary. Customer is responsible for assisting Lumen in trouble shooting. Customer 
may not resell the Services and may use the Services only within Customer’s Sites.  
 
3.7 Software. Customer agrees that any third-party software including any corresponding documentation, provided to Customer by 
Lumen in connection with the Service will be used strictly in accordance with all applicable licensing terms and conditions. All rights in 
and to any such third-party software are reserved by and remain with the applicable third parties. Any software (including related 
documentation) that may be provided by Lumen or its third-party licensors to Customer may only be used by Customer in connection with 
the Services. 
 
3.8  Equipment. For purposes of this Service Schedule, “Equipment” means any Lumen provided antenna, modem, Wireless Device, 
or kit. Customer will not move, repair, alter, or affix any additions or attachments to the Equipment except as approved by Lumen in 
writing.  Customer will not sell, transfer, lease, encumber or assign all or any part of the Equipment. Customer will not “uncap” the modem 
or affect its bandwidth restrictions. Customer also will not remove the SIM card from the Wireless Device. Customer is responsible for 
providing a safe and secure environment for the Equipment and will be responsible for loss or damage to Equipment at Customer Sites 
not caused by Lumen. Customer will also be responsible for the payment of service charges in the event that maintenance or inspection 
of the Equipment is required. If Customer requires on-site assistance from Lumen to install replacement Equipment, an additional charge 
will apply.  Lumen will quote the charges in advance, obtain Customer’s approval, and invoice the charges. The terms and conditions in 
this Service Schedule will continue to apply. The replacement Equipment may or may not be the same model.   
 
3.9 Equipment Return. For all EAS Services except for LEO Satellite Service, upon termination or replacement, Customer must 
promptly return the Equipment to Lumen or Lumen’s third-party provider in accordance with instructions provided by Lumen. Customer 
will pay any charges assessed by Lumen’s third-party provider if (i) Customer fails to return the Equipment within fifteen (15) days after 
Services are terminated or (ii) if the Equipment has been damaged and/or destroyed other than by Lumen, its third-party provider or their 
agents, normal wear and tear accepted. Lumen reserves the right on behalf of its third-party provider to remove the Equipment within 
sixty (60) days after such termination or replacement. Customer will pay any costs incurred by Lumen in obtaining or attempting to regain 
possession of the Equipment. Any violation of this section of this Service Schedule or section 3.6 will be considered a material breach 
and will be cause for immediate termination of Service and/or legal action. Lumen will be entitled to recover damages in addition to 
reasonable collection costs, including reasonable attorney fees.  
 
3.10 Customer Information Disclosure. Customer agrees to allow Lumen or its third party provider to disclose Customer’s 
proprietary network information and the names of and contact information who have purchasing or other responsibilities relevant to the  
delivery of Services under this Service Schedule (“Business Contact Information”) (a) as permitted by law or (b) in order to provision 
Service, Customer acknowledges and agrees that it has (or has obtained) all rights in any Customer provided information, data or 
materials necessary for Lumen and its suppliers to provide the Services and as otherwise required by applicable law. In particular, 
Customer consents to such use, transfer, sharing, collection or processing, including: (i) to prevent or address service or technical 
problems, including sending notifications, managing (e.g. set up, activation, invoicing) accounts; (ii) to provide Customer with support 
(e.g. troubleshooting, consumption information); (iii) to prevent or address fraud, or security issues; (iv) to respond to a subpoena, warrant, 
audit or agency action or other law enforcement request; (v) to comply with Customer's reasonable and lawful instructions communicated 
to Lumen; (vi) use of inspection methods to collect, gather and compile event log data to look at trends and real or potential threats and 
provide and improve Service. 
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3.11      No Wireless or Broadband Carrier Relationship. CUSTOMER EXPRESSLY UNDERSTANDS AND AGREES THAT IT HAS 
NO CONTRACTUAL RELATIONSHIP WHATSOEVER WITH THE UNDERLYING WIRELESS, SATELLITE INTERNET, OR 
BROADBAND SERVICE PROVIDER (“CARRIER”) OR ITS AFFILIATES OR CONTRACTORS AND THAT CUSTOMER IS NOT A 
THIRD-PARTY BENEFICIARY OF ANY AGREEMENT BETWEEN LUMEN AND THE UNDERLYING CARRIER. IN ADDITION, 
CUSTOMER ACKNOWLEDGES AND AGREES THAT THE UNDERLYING CARRIER AND ITS AFFILIATES AND CONTRACTORS 
WILL HAVE NO LEGAL, EQUITABLE, OR OTHER LIABILITY OF ANY KIND TO CUSTOMER AND CUSTOMER WAIVES ANY AND 
ALL CLAIMS OR DEMANDS THEREFORE. 
 
3.12 Additional Terms for Residential Use. Satellite internet service, LEO service and CIA service are not eligible for Residential 
Use. Subject to Lumen prior approval, local broadband internet may be deployed at an end user’s residential address (“Residential Use”). 
Customer understands that such Residential Use is an extension of Customer’s Service and Customer is still responsible for compliance 
with the terms of this Service Schedule and the Agreement. If Lumen approves such residential use, Customer warrants that it will order 
Service only with the full knowledge and consent of the end users at whose residence Service will be deployed. Customer must inform 
its end users that Service is not intended for their personal or private use. Customer further warrants that it will obtain affirmative 
acknowledgment of the applicability of the Lumen Privacy Policy and Acceptable Use Policy to the service from all end users to whom 
the service is made available, and will retain such acknowledgement for no less than one year following the cessation of service to an 
end user and provide evidence of such acknowledgement to Lumen upon written request. Customer will assist Lumen in identifying end 
users if Lumen reasonably suspects that an end user is violating or in breach of this Service Schedule, Privacy Policy, Acceptable Use 
Policy, or Agreement (“Service Terms”). Lumen may suspend an end user’s Services or take other actions permitted under the Service 
Terms  based on a violation of the Service Terms by an individual end user, provided that Customer will remain responsible to pay for 
the Services for that individual end user under the Agreement.  Lumen will reasonably work with Customer or an end user to restore any 
suspended Services so long as the applicable violations have been resolved to Lumen’s satisfaction.  
 
3.13  Additional Terms for LEO Satellite Service. The following additional terms apply to LEO service: 
 
3.13.1  Third Party Provider Terms. Customer agrees to all applicable terms and conditions set forth by the third-party provider 
including any applicable end-user license agreement or policies. Specifically, Customer agrees to the non-negotiable, online Software 
License and Usage terms and conditions and Acceptable Use Policy found at https://www.starlink.com/legal?regionCode=US.  
 
3.13.2  Equipment Replacement.  If Lumen determines that the Equipment provided needs replacement, Lumen will use commercially 
reasonable efforts to ship replacement equipment to Customer within two business days if Customer notifies Lumen by 12:00 p.m. in the 
time zone where the affected Equipment is located.  
 
3.13.3  Equipment Return. Upon termination or expiration of the Service Term, Customer will purchase the Equipment outright for 
$1.00 on an “as-is and where-is” basis, with no representations or warranties of any kind, including no warranties of merchantability or 
fitness for a particular purpose or representation that any software license associated with the Equipment is transferrable to Customer. 
Upon invoicing, title for the Equipment immediately transfers to Customer. Customer will become owner of the Equipment and bear all 
responsibility for the Equipment, and, as such, agrees to release Lumen from all and any liability relating in any way to the Equipment. 
Upon Customer’s ownership of the Equipment, Customer will be responsible for purchasing or providing any separate maintenance and 
any software licenses for the Equipment.  Customer also becomes responsible for proper disposal of the Equipment. 
 
3.13.4  Use on Moving Vehicle or Vessel. CUSTOMER IS PROHIBITED FROM INSTALLING OR USING EQUIPMENT ON A 
MOVING VEHICLE OR VESSEL UNLESS STARLINK HAS DESIGNATED YOUR SPECIFIC KIT MODEL AND/OR MOUNT FOR IN-
MOTION USE AND HAS OBTAINED ALL REQUIRED IN-MOTION APPROVALS IN THE COUNTRY OF USE. NOTWITHSTANDING 
THE FOREGOING, USE OR INSTALLATION OF EQUIPMENT ON AN AIRCRAFT OF ANY KIND IS PROHIBITED IN ALL CASES. 
SERVICES IN-MOTION ON AN AIRCRAFT VEHICLE OR VESSEL (E.G., CARS, VANS, RVS, BOATS) VIA AN UNAUTHORIZED KIT 
OR COUNTRY IS PROHIBITED. Visit https://www.starlink.com/specifications for a description of the Starlink Kit models designated for 
in-motion use. Customer must take proper precautions if installing the Equipment to be used on a moving vehicle or vessel. Customer is 
responsible for ensuring that the antenna mount is installed on a structurally sound, horizontal surface. Customer acknowledges that 
Equipment falling into the road or off a vessel due to poor installation practices can cause serious accidents resulting in bodily injury. 
Customer will not mount Equipment on any vehicle or vessel if it is not stable, or if it cannot be properly secured and used with the proper 
mount. Customer is solely responsible for understanding and complying with all applicable laws and regulations associated with use of 
the service and Equipment in-motion, obtaining required authorizations where necessary, and ceasing the use of the services or 
Equipment where necessary based on the Equipment’s geographical location.  
 
3.13.5  Early Termination or Cancellation. If Customer terminates or cancels LEO service after the service term begins but before it 
ends, Customer will pay 100% of the remaining MRCs through the end of the service term in addition to any charges incurred but unpaid. 
 
3.13.6  Customer will defend Lumen from any third-party claims arising from or related to Customer’s use of the service in ways that are 
(a) illegal (b) in violation of this Service Schedule and any of its incorporated terms and conditions, (c) or negligent, reckless, or 
intentionally wrongful and pay for any resulting damages or settlement costs. 
 
3.14 Customer’s Security Policies. Customer acknowledges that Customer maintains overall responsibility for maintaining the 
security of Customer’s network and computer systems. Lumen makes no guaranty that EAS will be invulnerable to malicious code, 
deleterious routines, and other techniques and tools employed by computer “hackers” and other third parties to create security exposures. 

https://www.starlink.com/legal?regionCode=US
https://www.starlink.com/specifications
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LUMEN MAKES NO WARRANTY, EXPRESS OR IMPLIED, THAT SECURITY THREATS AND VULNERABILITIES WILL BE 
DETECTED OR THAT THE SERVICES WILL RENDER CUSTOMER’S NETWORK AND COMPUTER SYSTEMS SAFE FROM 
INTRUSIONS AND OTHER SECURITY BREACHES. LUMEN MAKES NO WARRANTY THAT THE SERVICES WILL BE 
UNINTERRUPTED.   
 
3.15 Customer Network. Customer acknowledges that all of Customer’s premise network infrastructure and equipment (including, 
but not limited to, routers, switches, firewalls, servers, and personal computers) (“Customer Network”) is Customer’s sole responsibility.  
Lumen may provide Customer with guidelines for Customer Network’s minimum system requirements, compatibility, and other information 
necessary to use EAS. 
 
4.        Additional Service Limitations and Disclaimers. 
 
4.1 Use.  Lumen may suspend or terminate existing Service instances or deny activation to new Service instances if Customer uses 
Service: (a) in an illegal or unauthorized manner (including “spamming” or other abusive messaging); (b) in a manner prohibited by the 
applicable plan, option, feature or application; or (c) in a manner that has an adverse impact on the network used, operations or customers.  
Customer acknowledges it may not use Service for (i) any medical or emergency purpose including, but not limited to, remote medical 
monitoring or medical assistance and (ii) any military or national defense applications. Customer further acknowledges that CIA is not 
intended for voice service. If Customer uses CIA as the underlying access for an over-the-top voice service, Customer acknowledges 
and agrees that Lumen and its third-party provider will not have any liability for any inability to reach 911 emergency services. Customer 
agrees that any use of BIA, CIA, or LEO service in a manner prohibited by this Service Schedule is at Customer’s sole risk. 
 
4.2  Content. Any content that Customer may access or transmit through Service is provided by independent content providers, over 
which Lumen does not exercise any control. Lumen has no access to content, data or information of Customer or its end users. 
Enablement of the Service by Lumen does not constitute any endorsement of any opinions or information accessed through Service.  
Customer is solely responsible for compliance with all applicable laws related to use and/or transmittal of content or information including 
privacy laws, laws related to intellectual property and laws prohibiting abusive or unlawful content and laws related to prior consent for 
related to any information or content that may cross country borders. Customer and its authorized users accessing other parties’ content 
through Customer’s facilities do so at Customer’s own risk, and Lumen assumes no liability whatsoever for any claims, losses, actions, 
damages, suits, or proceedings arising out of or otherwise relating to such content. Lumen specifically disclaims any responsibility for the 
accuracy or quality of the information obtained using the Service.   
 
 
Version: January 21, 2025 
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