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MASTER SERVICES AGREEMENT (MSA)

This Master Services Agreement (“MSA”) establishes the general commercial, operational, and legal framework governing the provision of telecommunications and Internet-related services by Imperial Network to its customers. This MSA sets forth the baseline terms and conditions applicable to all services ordered by the Customer, unless otherwise expressly stated in a Service Order Form (“SOF”) or Service Level Agreement (“SLA”).

I. PARTIES
This Master Services Agreement (“Agreement”) is entered into by and between:
 COMPANY NAME, a company duly organized and existing under the laws of the Republic of the Philippines, with principal business address at Company Address, represented in this act by its duly authorized representative, hereinafter referred to as the “Customer”;
-and-
IMPERIAL NETWORK INC., a company duly organized and existing under the laws of the Republic of the Philippines, duly authorized to operate as an Internet Service Provider, with current office address at Blk 2B, Lot 1A, 2nd Floor, Landmass Park Subdivision, Biga, Tanza, Cavite, (new head office location by June 2026 will be in 10/F, One Coporate Place, Maple Grove, General Trias Cavite), represented by Jan Mikhaelo G. Alfonso as President, hereinafter referred to as the “Provider”;
Each a “Party” and collectively the “Parties.”

II. PURPOSE OF AGREEMENT
Service Framework. This Agreement defines the general terms under which the Provider may supply Internet connectivity, data transport, and related managed network services to the Customer.
Service Documents. The following documents shall form integral parts of this Agreement:
1. Service Level Agreement (SLA) – defining service performance, availability, and support commitments
2. Service Order Form (SOF) – specifying service configuration, commercial terms, and contract duration
In the event of inconsistency, the SOF shall prevail on commercial matters, the SLA on technical performance matters, and this MSA on general terms.



III. TERM
1. Effectivity. This Agreement shall take effect on the Effective Date specified in the applicable SOF.
2. Initial Term. The initial term shall be as stated in the SOF.
3. Renewal. Unless terminated by either Party with at least thirty (30) days’ prior written notice, the Agreement shall automatically renew for successive periods equal to the initial term

IV. PROVIDER RESPONSIBILITIES
The Provider shall deliver the Services in accordance with generally accepted industry standards for Internet Service Providers. Without limiting the foregoing, the Provider shall:
1. Service Provisioning. Provision Internet connectivity or related services in accordance with the SOF.
2. Network Operation. Operate and maintain the Provider’s core and access network necessary to deliver the Services.
3. Service Activation. Coordinate installation, testing, and service activation.
4. Support Access. Provide access to technical support and network operations resources.
5. Service Quality. Use commercially reasonable efforts to ensure stable and reliable service delivery.
Demarcation Point. The service demarcation point shall be the physical or logical interface identified in the SOF. All responsibility beyond this point lies with the Customer.

V. CUSTOMER RESPONSIBILITIES
The Customer shall use the Services in a responsible, lawful, and contractually compliant manner and shall cooperate with the Provider to enable proper delivery of the Services. Without limiting the generality of the foregoing, the Customer shall:
1. Equipment Responsibility. Maintain all Customer-owned equipment, systems, and facilities connected to the Services in proper working condition.
2. Lawful and Authorized Use. Use the Services in compliance with all applicable laws, regulations, and applicable acceptable use policies.
3. Network Integrity. Refrain from any activity that may materially disrupt, degrade, or adversely affect the Provider’s network, infrastructure, or other customers.
4. Access and Cooperation. Provide reasonable access and cooperation to the Provider for purposes of installation, maintenance, testing, and troubleshooting.
5. Timely Payment. Pay all fees and charges in accordance with the Service Order Form (SOF) and this Agreement.

VI. BILLING AND PAYMENT
The Customer agrees to pay all fees and charges associated with the Services in accordance with this Master Service Agreement (“MSA”) and the applicable Service Order Form (“SOF”). Unless otherwise stated, all fees are denominated in Philippine Pesos (PHP) and are exclusive of applicable taxes.
1. Fee Structure
a. Applicable Charges. All service fees, recurring charges, one-time charges, and other applicable costs shall be as specified in the relevant SOF.
b. Scope of Fees. Fees cover only the Services expressly described in the SOF and do not include additional work, changes, or requests unless separately agreed in writing.
2. Billing Cycle
a. Commencement. Billing shall commence on the Service Activation Date, as confirmed by the Provider.
b. Advance Billing. Monthly Recurring Charges (MRCs) shall be billed monthly in advance, unless otherwise stated in the SOF.
c. Proration. Charges for partial months of service shall be prorated based on the actual number of service days delivered.
3. Payment Terms
a. Payment Schedule. Payments shall be made on a monthly basis, in advance, unless otherwise specified in the SOF.
b. Payment Method. All payments shall be made via bank transfer to the account designated by the Provider.
c. Payment Due Date. Payments must be received within the period stated in the SOF or, if not specified, within fifteen (15) calendar days from the billing date.
4. Application of Payments
a. Order of Application. Any partial payment made by the Customer shall be applied in the following order:
i. late payment charges;
ii. past-due balances;
iii. current monthly recurring charge (MRC);
iv. one time charges (OTCs) and other incidental fees 
b. No Waiver. Acceptance of a partial payment shall not be construed as a waiver of any rights or remedies available to the Provider.
5. Taxes
a. Exclusivity. All fees, charges, and payments under this Agreement are exclusive of VAT, withholding taxes, and other applicable governmental levies.
b. Customer Responsibility. The Customer shall be responsible for the payment of all such taxes, except for taxes imposed on the Provider’s net income.
6. Late Payment
a. Interest Charges. Any outstanding balance that remains unpaid after the due date shall accrue a late payment charge of one and one-half percent (1.5%) per month, or the maximum rate permitted by applicable law, whichever is lower.
b. Accrual Period. Late payment charges begin to accrue on the day following the due date and continue until full settlement.
7. Billing Disputes
a. Notice of Dispute. The Customer must notify the Provider in writing of any billing dispute within five (5) business days from receipt of the invoice.
b. Payment of Undisputed Amounts. Only the disputed portion of the invoice may be withheld; undisputed charges must be paid when due.
c. Good Faith Resolution. Both Parties shall work in good faith to resolve billing disputes promptly.
8. Suspension of Service
a. Grounds for Suspension. The Provider reserves the right to suspend the Services if any amount remains unpaid fifteen (15) days after the due date, subject to prior written notice to the Customer.
b. Restoration of Service. Services shall be restored only upon full payment of all outstanding amounts, including any late fees and applicable reconnection or reactivation charges.
c. No Release of Obligation. Suspension shall not relieve the Customer of its obligation to pay fees incurred during the suspension period.
9. Early Termination
a. Liability for Remaining Fees. If the Customer terminates the Agreement prior to the expiration of the contract term, the Customer shall immediately become liable for the full amount of all remaining Monthly Recurring Fees (MRCs) due for the unexpired portion of the term.
b. Immediate Payment. Early Termination Fees are immediately due and demandable, without prejudice to the Provider’s right to pursue any other remedies available under law or equity.

VII. EQUIPMENT OWNERSHIP
The Customer acknowledges that all equipment furnished by Imperial Network remains the property of the Provider and shall be used solely for the delivery of Services under this Agreement. Without limiting the generality of the foregoing, the following conditions shall apply:
1. Provider Property. All infrastructure, devices, and equipment supplied or installed by the Provider remain the exclusive property of the Provider and shall not be sold, altered, or transferred by the Customer.
2. Return of Equipment. The Customer shall return all Provider-owned equipment within five (5) days from the termination or expiration of the Service, in good working condition except for normal wear and tear.
3. Liability for Damage. The Customer shall be responsible for any loss, theft, destruction, or damage to Provider-owned equipment while in the Customer’s possession, custody, or control, and shall bear the full cost of repair or replacement.

VIII. CONFIDENTIALITY
All information exchanged under this Agreement—whether technical, commercial, operational, financial, or otherwise—shall be treated as confidential by the Parties. Without limiting the generality of the foregoing, the following conditions shall apply:
1. Non-Disclosure. Neither Party shall disclose confidential information to any third party without prior written consent of the disclosing Party, except where disclosure is required by law, regulation, or court order.
2. Use Limitation. Confidential information shall be used solely for purposes related to the performance of this Agreement and for no other purpose.
3. Protection Measures. Each Party shall implement reasonable safeguards to prevent unauthorized access, dissemination, or misuse of confidential information.

IX. DATA PRIVACY
The Parties acknowledge that personal information may be processed in connection with the Services. Accordingly:
1. Compliance with Law. Both Parties shall fully comply with the Data Privacy Act of 2012 (RA 10173), its implementing rules, and all applicable regulations.
2. Lawful Processing. Personal data shall be collected, used, stored, and retained only as necessary for the performance of obligations under this Agreement.
3. Breach Notification. Each Party shall promptly notify the other upon discovery of any unauthorized access, disclosure, or breach of personal information relating to the Services.

X. INDEMNIFICATION
Each Party agrees to indemnify, defend, and hold the other harmless from any claims, damages, liabilities, losses, penalties, or expenses arising out of or relating to:
1. Negligence. Acts or omissions of the indemnifying Party constituting negligence.
2. Willful Misconduct. Intentional wrongdoing or reckless behavior.
3. Violation of Law. Any breach of applicable laws, rules, or regulations.
4. Breach of Agreement. Any failure to comply with the terms, warranties, or obligations set forth in this Agreement.

XI. LIMITATION OF LIABILITY
To the maximum extent permitted by law, the following limitations shall apply:
1. Exclusion of Damages. The Provider shall not be liable for indirect, incidental, special, punitive, exemplary, or consequential damages, including but not limited to loss of profits, loss of data, or loss of revenue.
2. Liability Cap. The Provider’s total aggregate liability for any claim arising out of or relating to this Agreement shall not exceed the total fees actually paid by the Customer during the three (3) months immediately preceding the event giving rise to the claim.

XII. GOVERNING LAW AND VENUE

1. Governing Law. This Agreement shall be governed by and construed in accordance with the laws of the Republic of the Philippines.
2. Venue. Any dispute, action, or proceeding arising out of or in connection with this Agreement shall be brought exclusively before the proper courts of Quezon City, Philippines, to the exclusion of all other venues.


XIII. FORCE MAJEURE
Neither Party shall be deemed in default or liable for any delay or failure to perform its obligations under this Agreement when such delay or failure is caused by events beyond its reasonable control, including but not limited to:
1. Natural Disasters. Earthquakes, typhoons, floods, or other acts of nature.
2. Infrastructure Failures. Fiber cuts affecting multiple operators or large-scale network outages.
3. Security Events. Acts of terrorism, war, civil unrest, or sabotage.
4. Government Actions. Legal restrictions, regulatory prohibitions, or changes in policy.
5. Utility Failures. Power grid disruptions, brownouts, or failure of essential utilities.
The affected Party shall notify the other as soon as practicable and shall resume performance once conditions normalize.

XIV. AMENDMENTS
No amendment, modification, or change to this Agreement shall be valid unless made in writing and duly signed by both Parties. No verbal agreements or informal communications shall alter the terms of this Agreement.

XV. ENTIRE AGREEMENT
This Master Services Agreement (MSA), together with the Service Level Agreement (SLA) and Service Order Form (SOF), constitutes the entire, complete, and final understanding between the Parties. It supersedes all prior discussions, proposals, negotiations, or agreements, whether written or oral, relating to the subject matter hereof.


IN WITNESS WHEREOF, the Parties hereto have caused this Master Services Agreement to be executed by their duly authorized representatives on the dates indicated below.

	Imperial Network Inc.
	
	Company Name

	Signature
	
	
	Signature
	

	Name
	Jan Mikhaelo G. Alfonso
	
	Name
	

	Title
	President
	
	Title
	

	Date
	
	
	Date
	




SIGNED IN THE PRESENCE OF:

	Signature
	
	
	Signature
	

	Name
	
	
	Name
	




SERVICE LEVEL AGREEMENT (SLA)

Technical Annex to the Master Services Agreement (MSA)
Imperial Network Inc.
This Service Level Agreement (“SLA”) forms an integral and inseparable part of the Master Services Agreement (“MSA”) executed between the Parties. The SLA establishes the service performance standards, technical parameters, operational responsibilities, and measurement criteria governing the Services provided by Imperial Network Inc. to the Customer.
Unless otherwise expressly stated herein, all terms, definitions, obligations, and conditions set forth in the MSA shall apply to this SLA. In the event of conflict, the provisions of the MSA shall prevail, except where the SLA specifically provides technical parameters that supplement the MSA.

I. SCOPE
This Service Level Agreement (“SLA”) establishes the performance standards, reliability commitments, uptime targets, maintenance procedures, support framework, and service credit mechanisms applicable to the Provider’s services. The SLA supplements the MSA and defines the technical service parameters governing the delivery of Services.

II. UPTIME GUARANTEE
The Provider commits to maintaining a monthly service availability of 99.95%, subject to the following exclusions:
1. Scheduled Maintenance. Planned activities conducted with advance notice.
2. Emergency Maintenance. Urgent activities required to maintain network stability.
3. Force Majeure. Events beyond the reasonable control of the Provider.
4. Customer-Side Issues. Failures arising from Customer equipment, power, configuration, or facilities.
5. External Factors. Outages or impairments originating outside the Provider’s infrastructure.

III. PERFORMANCE STANDARDS
The Provider shall operate its own infrastructure in accordance with industry-recognized performance benchmarks. The following technical parameters define the expected service quality levels delivered to the Customer under normal operating conditions:
1. Uptime Measurement. Uptime shall be measured monthly using the Provider’s monitoring and logging systems.
2. Packet Loss. Average packet loss within the Provider’s services shall remain below 0.1% under normal operation.
3. Latency. Latency shall be pre-agreed if necessary, depending on any specific requirement.
4. Reporting. The Customer may request monthly uptime summaries, incident reports, and related service performance records.
IV. SUPPORT AND INCIDENT RESPONSE
Incident response and restoration times shall follow the severity classifications below:
	Severity
	Description
	Response Time
	Restoration Time

	1
	Complete service outage
	Within 2 hours
	Within 8 hours

	2
	Major service degradation
	Within 4 hours
	Within 24 hours

	3
	Minor issue or impairment
	Within 8 hours
	Within 48 hours


24/7 NOC Email: noc@imperialnetworkph.com

V. MAINTENANCE COMMITMENTS
To ensure the continued stability, reliability, and optimal performance of the Provider’s infrastructure, the Provider shall perform routine and emergency maintenance activities as necessary. The following standards govern the notification timelines, execution windows, and operational protocols applicable to all maintenance work:
1. Scheduled Maintenance. Planned activities required to upgrade, enhance, or preserve the normal operation of the Provider’s infrastructure. Such maintenance shall be coordinated with the Customer to minimize service impact, subject to the following conditions:
a. Advanced Notice. A minimum of 48 hours prior notice shall be provided.
b. Non-Peak Windows. Maintenance shall be conducted during non-peak hours whenever reasonably possible.
2. Emergency Maintenance. May be performed immediately when required to preserve network integrity or prevent service degradation. The Customer shall be notified as soon as practicable.

VI. SERVICE CREDITS
Service credits shall be applied when monthly downtime exceeds allowable thresholds. Credits shall be calculated based on the following criteria:

Exclusive Remedy. Service credits represent the Customer’s exclusive remedy for SLA-related breaches and shall be applied to the next billing cycle.

VII. SLA EXCLUSIONS
The following events or conditions shall not be considered downtime for purposes of SLA measurement:
1. Customer-Side Issues. Misconfigurations, equipment failures, or facility outages within the Customer’s control.
2. Customer Negligence. Misuse, improper operation, or unapproved modifications.
3. Targeted DDoS Attacks. Attacks directed at the Customer or originating from Customer infrastructure.
4. External Network Conditions. Routing anomalies, upstream impairments, or failures outside the Provider’s network domain.
5. Scheduled Maintenance. Activities conducted with prior notice.
6. Emergency Maintenance. Urgent activities performed to protect network stability.
7. Force Majeure. Events classified as Force Majeure under the MSA.

VIII. VALIDITY
This SLA shall remain in full force and effect for the duration of the Master Services Agreement (MSA), unless superseded by a revised SLA mutually agreed upon by the Parties.

IN WITNESS WHEREOF, the Parties hereto have caused this SLA to be executed by their duly authorized representatives on the dates indicated below.

	Imperial Network Inc.
	
	Company Name

	Signature
	
	
	Signature
	

	Name
	Jan Mikhaelo G. Alfonso
	
	Name
	

	Title
	President
	
	Title
	

	Date
	
	
	Date
	




SIGNED IN THE PRESENCE OF:

	Signature
	
	
	Signature
	

	Name
	
	
	Name
	




SERVICE ORDER FORM (SOF)

Commercial Annex to the Master Services Agreement (MSA)
Imperial Network Inc.
The Service Order Form (“SOF”) sets forth the commercial terms, technical specifications, and service configuration details applicable to the Customer’s subscription. The SOF forms an integral part of the MSA and SLA and shall prevail with respect to commercial and technical parameters expressly stated herein.
I. CUSTOMER INFORMATION
	Field
	Details

	Company Name
	Company

	Address
	Address

	Authorized Representative
	Name

	Designation
	Position

	Email Address
	Email

	Contact Number
	Number



II. SERVICE DETAILS
	Field
	Details

	Service
	Prime Internet (DIA) / Local Loop / Prime Internet (SME)

	Bandwidth
	X Mbps / X Gbps

	Service Type
	New Install / Upgrade / Downgrade / Termination

	Specifics
	None / Protected / Burstable / 

	Installation Address
	Address

	Inclusions
	Customer Premises Equipment (CPE) / Cross Connect 

	Exclusions
	Cross Connect, SFP, cabling after the CPE, other equipment not mentioned

	Demarcation Point
	CPE Port facing the customer

	Lead Time
	10 – 15 days / 30 – 45 days / 45 – 60 days / 60 – 90 days






III. COMMERCIAL TERMS
	Field
	Details

	Monthly Recurring Charge
	PHP X 

	One Time Charge
	PHP X

	Security Deposit
	None / 1 x MRC

	Advanced Payment
	None / 1 x MRC / 2 x MRC / 3 x MRC

	Contract Term
	12 months / 24 months

	Test Period
	1 day / 7 days

	Start of Billing Date
	Upon completion of test period



IV. ADDITIONAL NOTES
1. Provisioning Timeline. Service delivery is typically completed within 30 - 45 days after SOF execution and settlement of applicable OTC.
2. Change Requests. Any Customer-requested modifications or reconfiguration shall require the submission and approval of a formal Change Request (CR).


V. ACCEPTANCE AND APPROVAL
By signing below, the Parties acknowledge that they have reviewed, understood, and agreed to the commercial terms, service specifications, and obligations set forth in this Service Order Form (“SOF”). The SOF becomes binding and enforceable upon execution by the duly authorized representatives of both Parties and forms an integral component of the Master Services Agreement (MSA) and Service Level Agreement (SLA).

IN WITNESS WHEREOF, the Parties hereto have caused this Service Order Form to be executed by their duly authorized representatives on the dates indicated below.

	Imperial Network Inc.
	
	Company Name

	Signature
	
	
	Signature
	

	Name
	Jan Mikhaelo G. Alfonso
	
	Name
	

	Title
	President
	
	Title
	

	Date
	
	
	Date
	




SIGNED IN THE PRESENCE OF:

	Signature
	
	
	Signature
	

	Name
	
	
	Name
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