AGREEMENT OF MASTER SERVICE

This Service Level Agreement ("SLA") is made on this day 17th of the month-August-2023.

BETWEEN

First Party weblink Communications Ltd., a company organized and existing under the laws of Bangladesh, having its registered office at House 101, Road 13/A, Block-C, Level-6, Banani, Dhaka-1213. Bangladesh. here in after called the Internet Service Provider. 

AND
SECOND PARTY, Generic Healthcare Ltd. Having Corporate office, Aysha Tower, Road floor 205/1, Gulshan link road, Tejgaon C/A, Dhaka-1208 Bangladesh here in after referred to as the second party's (Which expression shall include here executors, administrators, and legal representatives) of the second party.

DURATION OF THE AGREEMENT
The contract is initially made for a period of ‘Two Years’. If both parties are satisfied, this agreement will be automatically renewed if neither party issues a termination notice within 30 days of the current agreement's expiration. 

PAYMENT
1. The monthly charge will be calculated by the sum of the total internet bandwidth that is mentioned on the work orders. (Vat and tax are also mentioned on the work orders.)
2. Monthly charge will be pay by A/C Payable Cheque or bank transfer in favor of "WEBLINK COMMUNICATIONS LTD".
3. Monthly charge of each month should be paid to the 1st party within the 07th day of running month.
4. If the second party needs to increase their bandwidth for any location, then the price will be calculated by the previous unit price that was mentioned on the work order of that location.

TERMINATION
By the Second party:
If the service is not satisfactory and the ‘1st party’ does not make it serviceable to the required standard as per the terms and conditions of the contract, the ‘Second party’ may give notice to the ‘1st party’ 30 days (One month) notice to terminate the Internet service.

By The First Party:
First Party shall be entitled to terminate the service contract the Second party will have to be notified in writing at least (03) calendar months prior to such action.

TERMS AND CONDITIONS:
1. The ‘1st party’ would provide, supply until the main router, install and maintain a broadband Internet service on monthly charge basis to the second party within the contract period. After the termination 1st party can return there all fiber cable, ONU & Media converter.
2. Service Information:
a. Type of Services	: 	Internet Service Providing
b. Type of Connection	: 	Optical fiber connection.
c. Type of Bandwidth	: 	Corporate Dedicated Full Duplex  
d. Data Transfer Rate	: 	As per work order
3. On the other hand, if the service is satisfactory, the contract may continue as long as both parties agree. The standard of satisfaction is to be decided by the ‘2nd party’ and its opinion is final. If the contact is terminated in middle of the contact period for service issue, then 2nd party should explain the reason of termination.
4. The First Party will take all proper steps without undue/ unnecessary delay to correct the fault and the Second party will provide all necessary assistance and coordination requested by the First Party or Local Installation or Equipment Reconfiguration.
5. The Second party shall provide at his own expense a suitable mains electricity supply along with online UPS and stabilizer supported by proper communication-grade earthing/grounding, LAN Infrastructure at customer points and with the connections specified by First Party to enable First Party to provide the Service.
6. If the second party needs to increase their bandwidth for any location, they will submit a request letter for modification to 1st party by their latter head pad.

OPERATION & MAINTENANCE SERVICE: 
The operation and maintenance of the Internet systems will be as follows:

a. The ‘1st party’ will maintain the serviceability of the link between its ‘Network Operation Center’ (NOC) to the server room/rooms of the ‘2nd party’ & 24 hours hotline customer service.
b. ‘1st party’ will maintain links for the second party. If link is down, the ‘1st party’ will reconnect the link within 02 hours.	Comment by Md Mashrur Bari Sobhan: Please make it 1 Hour
c. 1st Party is not responsible to Generic Healthcare Ltd. if the line is interrupted due to natural disaster. If any disturbance or service interruption occur by natural disaster or failure of power (Desco, DPDC) or any unwanted reason that come from city corporation or IIG or NTTN then 2nd Party cannot make any claim for any discount on monthly bill. 5% on MRC client might deduct due to service interruption for other than mentioned reasons. This clause will be applicable when MRC will raise an amount of Minimum Tk.50,000/	Comment by Md Mashrur Bari Sobhan: Please add a clause to detail the percentage of discount that the 2nd Party can claim in case of Service interruption that is not due to natural disaster.
d. The ‘1st party’ will have to carry out a half-monthly routine check for ensuring that the Internet link and the accessories are serviceable for smooth operation. The routine check is to be made in collaboration with ‘2nd party’
e. The ‘1st party’ will not responsible for Local Area Network (LAN) of the Generic Healthcare Ltd. If any problem occurs in the LAN, its personnel of the Generic Healthcare Ltd. will resolve the problem. In case any help is deemed necessary, the ‘1st Party’ will give full technical support on payments.   
f. The equipment’s & instruments provided by ‘1st party’ to the GENERIC HEALTHCARE LTD have to be well-secured by ‘2nd party’. The ‘1st party’ will take back the equipment’s when the contract is over. This clause does not include any equipments that ‘2nd Party’ has already paid for.
g. The 2nd party’ has to have a separate electrical protection infrastructure and a good ‘earthling systems’ for the safety of the equipment. 	Comment by Md Mashrur Bari Sobhan: Please include the line:
“This does not include any equipments the ‘2nd Party’ has already paid for.”



RESPONSE TIME GUARANTEE
a. First Party guarantees Phone support all over the Bangladesh [24 / 7 in 365 days]. Hotline: 01992029416-19
b. [bookmark: _GoBack]If there arises any problem that not possible to solve from the remote end, then 1st party will send their support engineer 1-2 Hours (9 AM to 7 PM) to facilitate our service at Second Party. 	Comment by Md Mashrur Bari Sobhan: Please make it 9AM to 8PM as already discussed during our meeting.


c. The First Party will notify the Second Party of any type of scheduled maintenance work done by First Party before 24-48 hours minimum. First Party will notify again as well after the job is done.

Support team details for 24/7
	Name
	Designation
	Contact Number
	Response Time

	Call Center
	
	01992029416-19
	30 mins

	Mr. Azad Alam Bhuiyan
	Manager Support 
	01992029423
	30 mins

	Mr. Mahmudur Rahman Lanin
	GM Support 
	01992029406
	30 mins




IN WITNESS WIIERE OF the parties here to have signed this Agreement at Dhaka on 17th August 2023

	Weblink Communication Ltd.
	Generic Healthcare Ltd.

	Name			: Md Mahamudul Hasan 
Designation	: Manager Corporate Marketing 
Signature	: 
	Name			: Dr. Faisal Rahman
Designation	: CEO & Managing Director
Signature	:

	Name			: Towfiqul Islam 
Designation	: Head Of Marketing 
Signature	: 
	Name			: Dr. Farhana Afrin
Designation	: ADMS
Signature	: Medical Services

	Name			: Mr. Mahmudur Rahman Lanin
Designation	: GM Support
Signature	: 
	Name			: Md. Mashrur Bari Sobhan
Designation	: Technical Advisor
Signature	:



