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[bookmark: _Toc219117257][bookmark: _Toc330973157][bookmark: _Toc326522858]Definition
[bookmark: _Ref212294101]Definitions are handled according to Annex L in addition to the following.
The Critical Networks elements - are RNCs, Mobile HSS, MSS, MGWs, Mobile PS core, Fixed NGN Soft Switch and IP core 
Newly Added Services – means the following services:
C-FA 17	Access to Passive Infrastructure
C-FA 18	Patching Service
C-FA 19	Virtual Unbundled Local Access
C-FA 20	Network-to-Network Interface
C-FA 21	Layer 2 Ethernet Service
C-FA 22	Layer 3 MPLS Service
C-FA 23	Dark Fiber Service

[bookmark: _Toc330974292][bookmark: _Toc219117258]Orders and Requests
The Requesting Party submits to Omantel orders (Submission of Order, SO) concerning services contained in Annex C and the Sub-Annexes or submits Requests (Submission of Request, SR) for services or actions not agreed. 
Orders and requests shall be in writing and be signed by authorized staff of the Requesting Party. The Requesting Party e-mails and faxes the order to the designated Omantel contact point according to Annex K. 
Orders may be deemed to be Non-standard when a significant and demonstrable impediment exists in Omantel, the effect of which is to prevent timely delivery of the ordered Services. Non-standard Orders are to be treated as Requests. In such cases the Requesting Party shall be notified, with reasons, within seven (7) days of receipt of its Order that its Order will be treated as Non-standard one.
Omantel shall complete feasibility study of at least 70% of the Orders within specific time frame described under this Annex and the relevant Sub Annex of the Services during a calendar year.
For the Newly Added Services, Omantel shall provide 80% of the Orders that have passed the feasibility during a calendar year. This figure shall increase to 90% after 12 months have elapsed from the date of the TRA Decision approving this RAIO. For all the other services, Omantel shall provide 90% of the Orders that have passed the feasibility during a calendar year. For the avoidance of doubt, this figure will be subject to the Requesting Party having fully cooperated with Omantel and that no delays have been caused by factors outside Omantel’s control.
The Parties shall endeavor to conclude the agreement on technical arrangements with respect to the provision of services requested within sixty (60) working days of such requests made in writing. If such an agreement cannot be concluded between the Parties within this period of time, then either Party may raise it as a Dispute to be handled in accordance with Clause 16 of the Main Agreement.
[bookmark: _Toc330974293][bookmark: _Toc219117259][bookmark: _Toc330974294]Ordering
Omantel shall as soon as possible and latest 2 Working Days after receiving the Submitted Order (SO) send an Order Acknowledgement (OA) that Omantel has received the Order. 
An Order shall, to be deemed valid, include all of the information which is needed.  Omantel shall, in the case of each service that may be ordered pursuant to this Agreement, provide a form which will indicate clearly all such needed information.
No order should consist of more than one service or group of services, to avoid misunderstanding.
Where clarification is required for an Order, Omantel will discuss the same with the requesting party before the Order is placed. Omantel will contact the designated Requesting Party contact as detailed in the Order. 
[bookmark: _Ref96186154]Omantel shall latest by five (5) working days after the OA, issue a suggested written Delivery Order Offer (DOO) to the Requesting Party. The DOO consists of the ordering details given by the Requesting Party and the Delivery Due Date (DDD) Omantel is prepared to deliver. The Delivery Order Offer is valid for ten (10) Working Days unless and otherwise specified in the DOO.
The Requesting Party accepts the Delivery Order Offer by signing it and sending it to the Omantel designated contact person and thereby the Acceptance of Order (AO) document is considered to be a binding agreement between the parties. If the Requesting Party does not sign the Delivery Order Offer or sends it to Omantel after the validity period is over, the Delivery Order Offer shall be deemed as declined. 
The Parties may jointly agree in writing to handle changes and cancellations of orders as is suitable on a case by case basis involving both Parties best efforts to solve the mutual problem that changes and cancellations incur. If the Parties cannot find a mutual solution, a change of an order shall be deemed to be an order cancellation followed by a new order.
[bookmark: _Toc219117260]Request Management
[bookmark: _Ref65231126][bookmark: _Toc65238731][bookmark: _Toc164483429]Omantel shall as soon as possible and latest 2 Working Days after receiving the Request send a Request Acknowledgement (RA) that Omantel has received the Request.
A Request shall consist of all the information according to the Requesting Party’s reasonable judgment that is needed for Omantel to process the request. If as per reasonable judgment of Omantel further information is required, Omantel shall specify such information to the Requesting Party within (2) two weeks from sending the (RA).
Where clarification is required for a Request, Omantel will discuss the same with the Requesting Party before the Request is placed. Omantel will contact the designated Requesting Party contact as detailed in the Request.
Omantel shall use all reasonable endeavors to promptly give a written answer on a Request to the Requesting Party in the form of a Delivery Request Offer (DRO) consisting of the Request details given by the Requesting Party, the Delivery Due Date (DDD) and the period for which the Delivery Request Offer is valid. If Omantel, after thirty (30) Working Days, is still not in a position to provide an answer to the Requesting Party, Omantel shall notify the Requesting Party why an answer cannot be provided, setting out the reasons why it is not able to do so and what steps it is taking to rectify the situation, and also specify a Date when Omantel, using its best judgment, can provide an answer to the Request.
The Requesting Party accepts the Delivery Request Offer by signing it and sending it to the Omantel designated contact person and thereby the Acceptance of Request (AR) document is considered to be a binding agreement between the parties. If the Requesting Party does not sign the Delivery Request Offer and sends it to Omantel before the validity period is over, the Delivery Request Offer shall be deemed as declined.
[bookmark: _Toc330974295][bookmark: _Toc219117261]Delivery
This Clause is applicable to Accepted Orders (AO) and Accepted Requests (AR).
[bookmark: _Ref164416069]If a delay is partly or totally dependent on actions taken or not taken by the Requesting Party (Requesting Party Delay), Omantel shall notify the Requesting Party’s designated contact, in Annex K. The Requesting Party Delay is defined as any delay caused by circumstances arising when the Requesting Party lack of readiness affects progress on provisioning or repair. The Delivery Due Date, defined herein above, shall be extended by the number of working days of the Requesting Party Delay. Likewise, if Omantel delayed the Delivery beyond the delivery due date, the Requesting Party shall notify Omantel’s designate contact, in Annex K. 
Omantel shall, when a Service is delivered and if tested as agreed, notify the Requesting Party that the delivery is completed (Notification of Delivery, ND) within 3 working days. Such Notification of Delivery shall be executed by facsimile and/ or e-mail addressed to the position responsible for order management in Annex K. The Notification of Delivery shall contain but is not limited to the following information: 
Identification number of the Delivery
Applicable Dates
Service description or name
Contact information of persons connected to the Delivery
[bookmark: _Ref164416052]Unless other period is agreed between the Parties, if the Requesting Party finds that the Delivery is not completed properly the Requesting Party must notify Omantel within three (3) Working Days after the expiry of the Delivery Due Date or after the Notification of Delivery, whichever is the later. Such notification (“Notification of non-compliance of Delivery”, NCD) shall be by e-mail and/ or facsimile addressed to the position responsible for order management in Annex K and consist of, the following 
1. Identification number of the Delivery
Applicable Dates
Service description or name
Contact information of persons connected to the Delivery
The missing parts of the Delivery
References to Order or other agreement to verify that the complaint is valid
[bookmark: _Ref164416104]If such Notification of non-compliance of Delivery is not sent to Omantel within the timeframe given in 5.4 the delivery shall be deemed completed. 
Omantel shall upon receiving a Notification of non-compliance of Delivery immediately take all necessary actions to correct the Delivery within seven (7) Working Days or within such other period as may be agreed between the Parties in writing.
If the reported non delivery is subsequently found to be incorrect and commercial service was available on the Delivery Due Date, the original date of the completion notice shall apply. Omantel has the right to recover the reasonable and normal costs associated in investigating reported non delivery issues, in the Omantel network, which Omantel shall specify, in reasonable detail. 
If the Parties cannot agree to the processes set out in clause 5.2 or clause 5.5, one of the Parties can notify the other that there is a dispute and handle it according to Section 16 in the Main Body of this Agreement.
For the Newly Added Services, Omantel shall deliver 80% of the Services, that have passed the feasibility and for which the Delivery Due Date has been committed, within the Delivery Due Date described under this Annex and the relevant Sub Annexes of the Services during a calendar year. This figure shall increase to 90% after 12 months have elapsed from the date of the TRA Decision approving this RAIO. For the other services, Omantel shall deliver 90% of the Services, that have passed the feasibility and for which the Delivery Due Date has been committed, within the Delivery Due Date described under this Annex and the relevant Sub Annexes of the Services during a calendar year. For the avoidance of doubt, this figure will be subject to the Requesting Party having fully cooperated with Omantel and that no delays have been caused by factors outside Omantel’s control.
Omantel shall deliver 90% of the delivered Service without any fault within the first three (3) Working Days from the date of the delivery during a calendar year.

[bookmark: _Toc330974296][bookmark: _Toc219117262]Cancellation
Cancellation fees are, as applicable, specified for the services in this Sub Annex, Sub Annexes of C or/ and Annex M.
Cancellation before the Delivery due date:
 Cancellation of orders prior to an agreed delivery date is subject to charges. If the Parties have not agreed otherwise or cancellation fees are not specified in a Sub Annex C or Annex M, the cancellation fee shall be equal to all costs reasonably incurred and not recovered as a result of the early cancellation. Omantel shall be able to substantiate such costs on a request in writing by the Party cancelling the service.
Cancellation after Delivery Due Date is missed:
0. [bookmark: _Ref419712820]If the Order delivery extends beyond 15 Working Days from the original Delivery Due Date for Orders as defined in Clause 3.5 of this Annex H and 30 Working Days from original Delivery Due Date for Requests as defined in Clause 1.1of this Annex H, the Requesting Party has the option of cancelling the order without payment of any charges, costs or penalties. For the avoidance of doubt, this figure will be subject to the Requesting Party having fully cooperated with Omantel and that no delays have been caused by factors outside Omantel’s control.
[bookmark: _Toc330974297][bookmark: _Toc219117263]Service Levels
The Parties shall commence working together to establish metrics and procedures for Service Levels. The following Key Performance Indicators (KPI's) will be used initially until the Parties agree otherwise. For the avoidance of doubt, the following Key Performance Indicators (KPIs) will be subject to the Requesting Party having fully cooperated with Omantel and that no delays have been caused by factors outside Omantel’s control.
Omantel shall report on a quarterly basis to the other Party, all KPIs (achieved and not achieved) of the previous quarter.
 The quarterly report shall be sent by Omantel to the Requesting Party within first ten (10) Working Days of the new quarter.
In the event of a major business disruption caused by Omantel’s failure to meet the prescribed Service Level Guarantees for the services, Requesting Party should recourse to the TRA.
Key Performance Indicators of the POIs:
	KPI
	Measurement and definition
	Omantel target

	Availability of POI
	Measurement taken quarterly.
	>= 99.95 %

	Time To Resolve critical faults 
	Measured as an average of the quarter
	95% within 2 hours
99% within 4 hours

	Informing the other Party in case Non Availability of the service as determined by the NOC
	Measurement taken quarterly..
	<= 30 minutes

	Power Availability of colocation services (Exchanges, Cable Landing Station & Data Center)
	Annual
	> 99.99% over a year

	Temperature Availability of colocation services (Exchanges, Cable Landing Station & Data Center)
	Annual
	> 99.99% below 25C over a year

	Availability of Leased Lines (Trunk and IPLC)
	Annual
	> 99% over a year

	Availability of IP Transit
	Annual
	> 99% over a year

	Availability of VULA
	Annual
	> 99% over a year

	Availability of NNI
	Annual
	> 99% over a year

	Availability of Layer 2 Ethernet and Layer 3 MPLS
	Annual
	> 99% over a year


[bookmark: _Toc419106056]Table 7‑1 Key Performance Indicator of the POIs


Key Performance Indicators of the Critical Network Elements:
	KPI
	Networks segments 
	Omantel target

	Critical networks Availability 
	
Measurement taken quarterly.
	  99.999%

	Time To Resolve critical faults 
	Measured as an average of the quarter
	 98% within 4 hours

	Informing the other Party in case Non Availability of the service as determined by the NOC
	Measured as an average of the quarter.
	 2 hours 


Table 7‑2 Key Performance Indicator of Critical Network
Outages due to Force Majeure and planned work should be considered as available time.
Other Key Performance Indicators:
	KPI
	On Mobile Network 
	On Fixed Network

	Call set up time
	Not more than 7 sec
	Not more than 7 sec

	Call Setup Success Rate
	Greater than 98%
	Greater than 98%

	Drop rate
	Less than 0.8%
	

	Successful data transmission
	Not less than 99%
	Not less than 99%

	Congestion factor
	2%
	2%


Table 7‑3 Other Key Performance Indicator


[bookmark: _Toc330974298][bookmark: _Ref449941921][bookmark: _Toc219117264]Fault Classification
To achieve a functioning Interconnect, with minimum service interruptions or any other faults, Omantel and Requesting Party shall co-operate in the operation and maintenance of their networks.
The Parties will monitor their respective Networks and the interconnection interfaces according to their respective responsibility. The Parties shall report faults to the other Party’s position responsible for fault reporting in Contacts in Annex K.
The Parties agree the following fault classification principles will apply.  Pending deployment of enhanced TMN facilities by Omantel, the Parties commit to work together in good faith to establish the classification of faults in specific instances.
The Table below defines Fault Severity levels.
	Fault Category
	Description

	 Service-Affecting Faults  
	 Service Interruptions to other Party. 

	  Non- Service-Affecting Faults  
	 No Services Impacts  


Table 8‑1 Fault Severity Level
Responsibilities of the Parties
The parties shall co-operate and strive to assist each other in handling the Faults arising in either Party’s network or which affect the Interconnection between the Parties.
In the event of important problems that may be estimated to affect the Interconnection between the Parties' networks, the Parties shall inform each other in an appropriate manner. If a Party considers that changes made by the other Party are detrimental to the traffic in its Network, the Parties shall discuss the issue. 
Each Party is allowed to make changes in its network due to problems observed in either Party's network. If necessary, the Party concerned shall inform the other Party about when such measures will be taken, and propose measures in view of eliminating the problems.
Each Party shall supervise and monitor to a reasonable level key relevant elements in its network, 24 hours a day 365 days a year.
Each Party shall be capable of receiving and acting upon Fault Reports 24 hours a day 365 days a year by telephone, fax or e-mail.

[bookmark: _Ref449941931][bookmark: _Toc219117265][bookmark: _Toc330974299]Fault Repair Procedures
This section describes the measures, information flow and undertakings between the Parties for maintenance of the Interconnection. 
The purpose of the fault handling procedures is to ensure that faults are detected by the Parties, and that the Parties inform each other of detected faults and that these faults are rectified as soon as possible.
Table 9‑1 below indicates the target time for the rectification of Faults in order to remove the adverse effects on the reporting Party’s Network and customers. All faults must be fully repaired and rectified relative to the original routes/POI encountering the reported fault and are not considered repaired or rectified if the traffic has been rerouted. Without limitation of the foregoing, in the event that fault rectification is not possible within a time acceptable to both Parties, the Parties agree to work together to arrive at such interim solution or “Workaround” solution, as may have the effect of maintaining service and/or reducing and/or eliminating adverse effects. 
	Fault Category
	Fault Repair Action start time
	‘Maximum Fault Repair Time’ by the Party in whose network the fault exists
	‘Fault Status Reporting’ by the Party in whose network the Fault exists

	Networks with Service Affecting Faults 
	 30 minutes 
	12 hours from reporting time
	Every 2 hour

	Networks with Non – Service Affecting Faults
	Same day
	72 hours from reporting time
	Once every day


[bookmark: _Ref419714474][bookmark: _Ref419714457]Table 9‑1 Fault Repair Time and Fault Reporting

Table 9‑2 below indicates the target repair times for Network Element Outages.
	Category
	Definition
	Maximum Fault Repair Time

	Critical 
	Affecting the entire network, the core of the network or greater or equal to 20% of the traffic in the served area by the MSC which suffers from the outage.  
	One hour

	Major
	Affecting a part of the network (or the components of the aggregate part of the network), and influencing less than 20% of the traffic.
	Four hours

	Minor
	Affecting individual sites and/or components at the edge level of the network that do not interrupt services or performance and exceeding 12 hours.
	One day

	Emergency
	Outages affecting the Emergency services
	30 minutes


[bookmark: _Ref520900785][bookmark: _Ref520900776]Table 9‑2 Network Element Outage repair time

If a Party detects a fault, the Party shall inform the other Party in a Fault Report, containing mandatory information in order to facilitate the fault rectification process.
Fault Report content information:
1. Time of Fault reporting by telephone;
1. The tests/results carried out to confirm that the Fault does not exist in the reporting Party’s network;
1. Identity of POI and circuits affected;
1. Fault description (e.g., when, A & B numbers affected, traffic direction, intermittent, continuous, line quality or user problems);
1. Reporting Party’s reference fault number;
1. Fault Category – Critical or Major or Minor (to be solely determined by the Fault Reporting Party);
1. Contact details of the reporting Party;
1. Receiving Party’s trouble ticket number;
The Fault Report should be made by telephone first and subsequently supported by e-mail or facsimile to the designated address for receiving Fault Reports of the receiving Party within one (1) hour as stated in Annex K “Contact Points”.
The following procedures shall be applied:
The Party detecting a fault shall first check and perform tests to demonstrate that the fault is not located in its own network.
The fault reporting centre of the Party detecting a fault shall report the fault to the fault report centre of the other Party,
The fault report centre of the Party receiving the Fault Report shall contact the other Party for co-operation.
If a fault is reported, the receiving Party will create a ‘Trouble Ticket and number’ that shall be used by both Parties.
The receiving Party shall provide Fault Status Reports to the reporting Party with details on actions taken and diagnosis as set out in Table 9‑1 above.
If the fault is not completely rectified within the Fault Repair Time, the problem may be escalated by the reporting Party to the next Escalation Level within the receiving Party’s organisation according to the fault escalation tables in Annex K.
The receiving Party shall inform the reporting Party by telephone and facsimile and/or e-mail if it believes that it has solved the Fault, in order for the reporting Party to carry out tests in its own network as quickly as possible.
In the event that the reporting Party does not accept that the fault has been rectified the reporting Party will promptly so inform the receiving Party for further action or escalation as may be agreed by the Parties,
If any of the reported Faults is not permanently solved in the ‘Fault Repair Time’ stated in Table 9‑1 above, the reporting Party may escalate the issue within the receiving Party’s organisation as stated in ”Annex K Contacts”
If requested by either Party, the Parties shall prepare forms or master documents for Fault Reports and Trouble Tickets or any other information exchanged between them for communication purposes.
For all fault reported by the Requesting Party, in case no fault is found from Omantel side, the Requesting Party shall compensate Omantel for all costs to investigate the fault. The charges are listed in Annex M.
[bookmark: _Toc520921236][bookmark: _Toc521162577][bookmark: _Toc520921237][bookmark: _Toc521162578][bookmark: _Toc520921238][bookmark: _Toc521162579][bookmark: _Toc520921239][bookmark: _Toc521162580][bookmark: _Toc520921240][bookmark: _Toc521162581][bookmark: _Toc520921241][bookmark: _Toc521162582][bookmark: _Toc520921242][bookmark: _Toc521162583][bookmark: _Toc520921243][bookmark: _Toc521162584][bookmark: _Toc520921244][bookmark: _Toc521162585][bookmark: _Toc219117266]Planned Work
‘Planned Work’ is defined as: Work on a circuit, equipment or installation used for an Interconnection between the Parties or Any work in a Party’s network that will or may affect Services.
The ‘Planned Work Notice’ information shall include the following details:
1. Date, Sender’s name, telephone, mobile phone, fax and/or e-mail contacts;
Job reference number;
Date and time at which the work will start, and planned duration;
Adequate description of the work;
POI and circuits that will or may be affected;
Expected type of disturbance;
Any other information.
The Party wishing to perform ‘Planned Works’ must inform the other Party by prior e-mail and/or facsimile with a ‘Planned Work Notice’ according to the timeframes set out below.
The Party intending to carry out Planned Work shall send a ‘Planned Work Notice’ to the other Party fourteen (14) Calendar Days in advance of the ‘Planned Work’ commencement date by facsimile or e-mail to the designated address for Planned Work Notifications of the other Party in Annex K. Notwithstanding the foregoing, nothing in this Clause shall be construed to prevent the immediate execution of emergency work which in the reasonable judgment of either Party is both urgent and necessary provided always that the Party intending such work shall as soon as is reasonably practical following the identification of such emergency work inform the other Party by facsimile or e-mail of such intention.  For the avoidance of doubt ‘emergency’ as referenced in this Clause shall be deemed to encompass a directive of the TRA or of a court of competent jurisdiction the terms of which require immediate action of the Party to whom the directive refers. 
Any upgrade or change to any hardware, software or configuration concerning interconnection signalling / switching / transmission systems, shall require twelve (12) weeks prior notice or such other notice period agreed in writing, by the Parties. This Notice shall be sent by facsimile and/or e-mail to the other Party’s designated address for Planned Work Notifications in Annex K “Contact Points”. During these 12 weeks, the following procedure shall occur:
The Parties shall exchange the specifications (relevant to interconnection interoperability) of the changes to be implemented;
If required by the Party being served by the notice, a detailed test plan will be developed and implemented to validate functionality (the selection of a set from the regression test);
The Parties will validate the new specifications and certify to support them; and 
A migration plan will be developed and implemented for the new software to be validated, which shall be incorporated into the new operational configuration.
Escalation Procedure in a “Planned Work Notice” dispute:
If the ‘Planned Work Notice’ cannot be mutually agreed by the Parties, the following escalation routes shall be followed:
	Planned Work Escalation Time if operational contacts disagree
	Escalation Level 
	OMANTEL Planned Work Escalation Receiving Contact
	Requesting Party Planned Work Escalation Receiving Contact

	Issuing Notice
	
	NOC First operational contact
	NMC First operational contact

	1 Day from Notice
	1
	Manager Front Office
	Interconnect Service Operations Manager 

	2 Days from Notice
	2
	GM Operations & Maintenance
	Operations Manager

	3 days from Notice
	3
	VP Integrated Networks and Technology
	Technical Director


Table 110‑1: Planned Work Notice 
If the Planned Work exceeds the time limits set out in the Planned Work Notice, then the Planned Work is treated as a fault according to Section 8 and Section 9.

[bookmark: _Toc219117267]Operational Meetings
The Parties will convene Operational/Implementation Meetings which will inter alia serve as the forum for the review of Faults and Planned Works. These meetings will take place once every three months or as such other frequency as agreed by the Parties. 
If it was found that it is necessary to have some joint manuals, the Parties may agree to develop a joint working documents to address the followings:
Network alteration and data management amendments
Maintenance process.
Network termination unit installation.

[bookmark: _Toc219117268]Service Credits
Non-compliance with any Service Level or KPIs by Omantel, as set out in this RAIO, establishes the right of the Requesting Party to receive Service Credit in accordance with this Clause.
Where the non-compliance of Omantel with any Service Level or KPIs is provided in the quarterly reports sent by Omantel under Clause 7, the Requesting Party can raise a Service Credit Claim no later than thirty (30) Calendar Days after receiving such reports.
[bookmark: _Hlk207627273]Where the Requesting Party monitors Quality of Service to measure the actual performance of Omantel against the relevant Service Level or KPIs, and demonstrates that Omantel has not complied with Service Levels or KPIs, either it was omitted from quarterly reports of Omantel or the Requesting Party is not agreeing with Service Level or KPIs reported by Omantel in its quarterly reports, then the Requesting Party can raise a Service Credit Claim within thirty (30) Calendar Days of becoming aware of such non-compliance but in any case no later than sixty (60) Calendar Days after the end of the respective quarter.
[bookmark: _Hlk207627321]Omantel shall review, in good faith, the Requesting Party’s Service Credit Claim submitted to it and respond to the Requesting Party within a reasonable time frame, but in any case, no longer than thirty (30) Calendar Days following its submission by the Requesting Party, otherwise the Requesting Party’s Service Credit Claim will be deemed accepted by Omantel. 
If the Service Credit Claim submitted by the Requesting Party is accepted by Omantel, then Omantel shall apply the amount of that Service Credit, subject to any maximum caps, as a credit towards the Charges payable by the Requesting Party, for the billing period following such acceptance and, where required, for each subsequent period until the total amount of the applicable Service Credit (subject to maximum cap) has been applied in full.
[bookmark: _Hlk207627376]If the Service Credit Claim submitted by the Requesting Party is not accepted by Omantel then Omantel shall provide the reasons of its non-acceptance to the Requesting Party within the time frame provided in Clause 12.4 of Annex H. The Requesting Party, in case of disagreement with Omantel may raise a dispute which shall be resolved in accordance with the Dispute Resolution Procedures mentioned in Clause 16 of the Main Agreement.
The amount of Service Credit shall be equal to: 
· 5% x MRC (or the associated task fee in case of NRC services) x number of Days of delay, capped at a maximum of 20% MRC/NRC, for any of the provisioning SLAs/KPIs (e.g., delivery time) 
· 1% x MRC x % of delay in fault handling processes, capped at a maximum of 20% MRC per month per line/ser/site 
· 1% x MRC x each 0.1% of availability below target (availability), capped at a maximum of 20% MRC per month per line/user/site, where the availability is measured per line or user or site depending on the type of service contracted.
The maximum cap applicable to the three items above shall increase linearly, each year, from 20% to 100% in 3 years from the publication of this RAIO % i.e., 20% in 2026, 60% in 2027, 100% in 2028 and onwards.

The Service Level or KPIs shall not apply in any of the following circumstances: 
(i) The Service is disconnected or suspended under the terms and conditions of this Agreement, except where the suspension is due to Omantel’s fault. However, upon reconnection of the Service, the respective Service Levels and KPIs shall be applicable; 

(ii) Provision or restoration of the Service where any site-coordination meeting, Joint Investigation Meeting or fault identification coordination meeting is involved, except where the fault was caused by Omantel and the Requesting Party has not contributed to any delay in setting up the meeting. (In determining whether the Service Level Guarantees have been met by Omantel, the time taken from the start of arranging any site-coordination meeting, Joint Investigation Meeting or fault identification coordination meeting up to the end of the meeting, shall always be excluded); 

(iii) Problematic orders and trouble tickets, where the problem lies beyond the reasonable control of Omantel, are also excluded. Such categories of problem include:
 
a) The End -User is not responding or is not reachable; 

b) The End -User delays access to the premise concerned, for survey, installation or fault diagnosis purposes, or does not wish to proceed with the order; 

c) The order is for a premise which is outside the coverage area provided by Omantel; 

d) The order is for a premise with multiple tenants, and where indoor NAPs are required, and which have not yet been provisioned; 

e) Omantel is unable to obtain or maintain any permission necessary to install its equipment in the premise concerned, or for the provision or restoration of the Service despite using its reasonable endeavours to obtain expeditiously or maintain such permissions. Such permissions may also include those required from the Municipalities for construction works. In determining whether the Service Level Guarantees have been met by Omantel, the time taken by Omantel to obtain or maintain any permission necessary to the provision or restoration of the Service shall always be excluded. Omantel will provide evidence that it has used such reasonable endeavours;

f) Omantel has difficulty accessing or working in the building or End-User’s Premise or at the fault site due to the building or premise being inaccessible, in unsafe working condition or in any other inadequate or deficient state despite using its reasonable endeavours to expeditiously remedy the building access difficulties, provided always that in the event that Requesting Licensee raises a dispute as to whether Omantel has used its reasonable endeavours to expeditiously remedy the access difficulties, Omantel will provide evidence that it has used such reasonable endeavours. 

(iv) Delay in the provision or restoration of the Service caused by events beyond the reasonable control of Omantel and its suppliers and contractors; 

(v) Omantel network outages for which Requesting Party has not reported a fault; 

(vi) Fault is reported by Requesting Party, but no fault is found or confirmed after due and careful investigation, and verification by Omantel; 

(vii) Omantel’s scheduled service interruption for which Requesting Party has been informed; 

(viii) Force Majeure events.

Where Omantel fails to achieve Service Levels or KPIs for three (3) consecutive periods (Repeat Failure), then the Requesting Party may serve notice on Omantel informing Omantel of that Repeat Failure. Omantel shall, within thirty (30) Calendar Days after receiving such notice, provide a list of remedial actions specifying the measures Omantel shall take, at no additional cost to the Requesting Party, to remedy the Repeat Failure and ensure that it does not recur (a Remediation Plan). The Requesting Licensee will be provided with an opportunity to comment on the Remediation Plan which shall be discussed in Operational/Implementation Meetings.


<Customer Name> <Customer Project Title> 
Belgacom SA under public law, Bd. du Roi Albert II 27, B-1030 Brussels, Belgium, VAT BE 0202.239.951, Brussels Register of Legal Entities, Giro 000-1710031-18
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