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Standard Service Level Agreement (SLA) 
 
CoreDV services include the following Service Level Agreement for all Fibre, Ethernet and Fixed Wireless services.  
 
Performance Targets  
The table below describes the performance objectives for CoreDV Internet services. 
 

Target Parameters Targets 

MTTR (Mean Time to Repair) 4 Hours 

Availability 99.9% 

 
Network Availability 
 
Availability is a measurement of the percentage of total time that a circuit is operative when measured over a rolling 365 
day period from Service Delivery Point (SDP) to CoreDV’s system. 
 

MTTR is the mean time required to restore a service, mean is taken over a one calendar month period.  Service Delivery 
Point means the customer hand off point at customer located equipment. 
 
Round Trip Time is the time taken for an ICMP Ping packet to travel from a source point (On the CoreDV Network) to a 
destination point and back to the source point. 
 

Round Trip Network Traffic Flow (%) Ethernet Services xDSL Services 

Internal Network Traffic 99% 40 msec 70 msec 

National Traffic – City 98% 60 msec 90 msec 

Internet Traffic – Australia 95% 80 msec 110 msec 

Internet Traffic – USA 95% 230 msec 260 msec 

Internet Traffic – UK 90% 330 msec 360 msec 

  

Note: All Internet Services are a best effort service and hence Round Trip Time measures are an indicative performance 
Target with no associated rebates. 
 

Internal Network Traffic is the traffic that originates on the CoreDV network and terminates within the CoreDV network or 
its gateways to the Internet. 
 

Internet Traffic - Australia is the traffic that originates on the CoreDV network within Australia and terminates within the 
borders of Australia on major ISP networks (eg. Telstra, Optus, AAPT). 
 

Internet Traffic - USA is the traffic that originates on the CoreDV network within Australia and terminates in the USA on 
major ISP networks (eg. Verizon, UUNet, Sprint). 
 

Internet Traffic - UK is the traffic that originates on the CoreDV network within Australia and terminates in the UK on major 
ISP networks (eg. British Telecom). 
 

Network Traffic Flow (%) is the percentage of related traffic that flows on the customer's service. 
 
Performance Guarantee and Rebate  
 

Downtime is the period of time commencing when a customer notifies CoreDV that the CoreDV service is not operative and 
ending when the service is restored. Any service outages that are not related to CoreDV’s network or where access at the 
customer site is restricted (outside business hours; eg. weekends.) are not considered downtime. Scheduled emergency 
downtime and regular maintenance organised by CoreDV with at least 48 hours’ notice are not considered downtime. 
 

Total monthly downtime is the summation of the downtime over a given month.  If the total monthly downtime of the 
CoreDV Internet service exceeds 3 hours in any given month, the customer will receive a rebate on their monthly subscription 
fee in the following month’s bill. 
 
The rebate operates in three tiers based on the total monthly downtime: 

 
SLA Rebate 

More  than 3 hours but does not exceed 7 hours 10% Rebate 
More  than 7 hours but does not exceed 24 hours 20% Rebate 
Exceeds 24 hours 30% Rebate 

 

 


