SCHEDULE 7

SERVICE LEVELS	Comment by : STC comment: General Caveat to meeting SLAs by BENT should be struck out. Authorizations should be a BNET responsibility and accounted for. SLAs to be introduced for FAS. Based on stc experience related to the provision of approved FAS application by TRA, stc requests to mandate on BNet appropriate SLAs/KPIs to ensure timely provision of the exceptional services. Additionally, applicable service credits should be enforced to penalize any breach by BNet.

PURPOSE
This Schedule 7 sets out the Service Levels and Service Level Penalties for the Services included in the Reference Offer.
DEFINITIONS
Terms used but not otherwise defined in this Schedule shall have the meanings ascribed to them in Schedule 8 – (Dictionary) of the Reference Offer.
CONDITION PRECEDENT TO MEETING SERVICE LEVELS
BNET’s ability to meet certain Service Level may be dependent on authorisations from relevant Government authorities, municipalities and/or other departments. Where BNET has duly filed for such authorisation in a timely manner, the applicable Service Level will be suspended until such a time BNET receives the appropriate approval and is able to proceed with the delivery of Services.   

WHOLESALE BITSTREAM SERVICE (WBS)

	Service Level
	Business Process
	Service Level Terms
	SLA
	SLA Owner
	Service Level Penalties

	Service RequestService Order Acknowledgement
	Maximum Time for Service RequestService Order Acknowledgment & Expected RFS Date
	During Working Hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes after the start of the first Working Hour following the receipt of the Service Request
	
	

	Service Request Confirmation
	Maximum Time for Service Request Confirmation
	
	1 Working Day	Comment by : STC comment: We object on the removal and request applying SC.
	
	10 SC for each Working Day after the Maximum Time for Notification of Expected RFT and RFS Dates until such time as the MNO receives the Notification.	Comment by : In line with benchmarks (Openreach and Chorus), remove the service level penalties for corresponding SLA

	Notification of Expected RFT and RFS Dates
	Maximum Time for Notification of Expected RFT and RFS Date
	New connection request
	1 Working Day
	
	10 SC for each Working Day after the Maximum Time for Notification of Expected RFT and RFS Dates until such time as the MNO receives the Notification.	Comment by : In line with benchmarks (Openreach and Chorus), remove the service level penalties for corresponding SLA

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	
	

	Order Completion RFS Date       (New Provide)RFS Date
	Order-To-Payment Maximum Delivery Time  
	In case of Transfer Requests order and Migration Relocation OrdersRequests, the timeframe  in clause 15 of  imposed  regulation by TRA and/or JWM  shall apply

	10 Working Days	Comment by : STC comment: Stc requests to enhance the SLAs to be 5 Days if no infrastructure is required.
https://www.openeir.ie/wp-content/uploads/2022/02/eir-KPI-Equivalence-KPIs-Apr-Jun-2021.pdf
	Access Provider
	50 SC for failure to meet the Maximum RFS Date and 25 10 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 	Comment by : Based on the best of benchmarks e.g Chorus, these have been realigned with a limit on penalties	Comment by : STC comment: Increase the level of penalties to 100% SC per day - uncapped in line with Ofcom
practice

(There is no  The Maximum Penalty Cap per Connection is Capped at 1 Month Rental equivalent to a total of 100 SC).

	Order Completion RFS Date       (New Provide)
	Order-To-Payment Maximum Delivery Time
Premium Service Delivery
	Premium Service Delivery in 24hours if no civil works is required.
	24 hours
	Access Provider
	

	Order Completion RFS Date       (New Provide)
	
	
	
	
	

	
	
	
	
	
	

	
	Maximum Validation Time
	The Maximum Validation Time does not apply to Cancellation Requests. Maximum delivery time for orders impacted with infrastructure issues
	67Working Days 2 Working Days
	Access Provider
	

	Order Completion RFS Date       (Internal Relocation, upgrade & downgrade)
	Request to Change

	service orders with maximum delivery time
	5 Working Days	Comment by : STC comment: WWD and to include SC
	Access Provider
	

	Order Completion RFS Date       (Service Termination)
	Termination To Confirmation
	service orders with maximum delivery time
	5 Working Days	Comment by : STC comment: request 2 working hours and to include Service credit scheme
	Access Provider
	

	Order Completion RFS Date       (External Relocation)
	Request to Change

	service orders with maximum delivery time
	10 Working Days	Comment by : STC comment: there should be a standard delivery time (if no civil work is required) at 5 Working Days or less and include SC
	Access Provider
	

	Service Request Acknowledgement
	Request to Answer:  for service request for Fibre Cost Assessment Maximum Time for Service Request Acknowledgment
	During Working Hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes 
	Access Provider
	

	Service Request Answered
	Request to Answer:  for service request for Fibre Cost Assessment Maximum Time to answer a request
	service requests for fiber  cost assessment  answered
	10 Working Days
	Access Provider
	

	Forecasting
	Comment by : Repeated word
	Access Seeker Forecasting Process
	Submission of forecasts at beginning of each quarter for next 5 quarters
	5 quarters 
	Access Seeker
	

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	As per forecast plan
	Access Seeker
	

	Appointment Management
	Appointment Rescheduling 
	original appointments attended by Access Seeker/end-user
	Withing agreed appointment
	Access Seeker
	

	
	Appointment Attended 
	appointments  attended / on designated date and time
	Withing agreed appointment
	Access Provider
	

	Fault Acknowledgement Time
	Problem-To-Solution Maximum Fault Acknowledgement Time
	
	15 minutes1 hour
	Access Provider
	

	Response Time
	Problem-To-Solution Maximum Response Time 	Comment by : STC comment: The response time should be reduced to 2 working hours and to include SC.
	During Working Hours
	5 Working Hours
	Access Provider
	

	
	
	Outside Working Hours
	12 hours
	
	

	Restoration Time
	Problem-To-Solution Maximum Restoration Time 
	48 hours	Comment by : STC comment: 7-12 hours for SRT. 15 SC for each hour with no cap 	Comment by Rana Al Alawi: https://sp.chorus.co.nz/product/nga-business-bitstream-33a/service-levels

	
	Access Provider
	20 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.	Comment by : See above on limitation of penalties	Comment by : STC comment: Increase the level of penalties to 15 SC per day, uncapped. If capped, cap at 200 Hours.
(There is no  The Maximum Penalty Cap per Connection is Capped at 1 Month Rental equivalent to a total of 100 SC).

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets supplied with correct information
	Supplying correct information At the time or raising trouble tickets is access seeker responsibility
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to end-user issues/access seeker 
	End-user fault is access seeker responsibility
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets where fault not found
	End-user fault is access seeker responsibility
	Access Seeker
	

	Invoice Issuance
	Usage-To-Payment
	Issue billing invoice 
	According to Access Provider billing cycle
	Access Provider
	

	Invoice Payment
	Usage-To-Payment
	Billing Invoice Value To be paid by access seeker
	Within 30 days once billing invoice is issued
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Disputes to be raised for the generated billing invoice.
	Within 10 working days from billing invoice issuance
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Billing Dispute resolution response
	Within 10 working days 
	Access Provider
	

	
	
	
	
	
	

	
	
	h
	
	
	

	
	
	
	
Planned outage is subject to customer approval
	
	

	
	
	All passive network SLA should only trigger after the case escalates to passive network team after investigation and troubleshooting is completed by SMC and NICE/Active network.


	
	
	




WHOLESALE DATA CONNECTION (WDC) 

	Service Level
	Business Process
	Service Level Terms
	SLA 
	SLA Owner
	Service Level Penalties

	Service RequestService Order Acknowledgement
	Order-To-Payment
Maximum Time for Service RequestService Order Acknowledgment
	During Working Hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes after the start of the first Working Hour following the receipt of the Service Request
	Access Provider
	

	Service Order Service Request Confirmation
	Order-To-Payment
Maximum Time for Service Request Order Confirmation
	
	2 Working Days
	Access Provider
	

	 Notification of Expected RFT and RFS Dates
	Order-To-Payment & Request to Change
Maximum Time for Notification of Expected RFS DateMaximum Time for Notification of Expected RFT and RFS Date
	Upgrade/Downgrade Request order and Cancellation Request (is this forecasted order)
	5 Working Days	Comment by : STC comment: Service level penalties to be returned and 5 WD to be changed to 2 WD. 
	Access Provider
	.	Comment by : In line with benchmarks (Openreach), removed the service level penalties for corresponding SLA


 

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	Access Provider
	

	
	
	New Connection Request order and Migration RequestInternal & External Relocation
	5 Working Days
	Access Provider
	

	RFS Date
	Maximum Delivery Time – Basic ServiceOrder-To-Payment & Request to Change
	Request to Change Upgrade/Downgrade Request order , internal relocation and Cancellation Request	Comment by : STC comment: Upgrade/Downgrade delivery time should not take 10 wording days. We suggest changing to maximum 3 working Days
	10 Working Days
	Access Provider
	50 SC for failure to meet the Maximum RFS Date and 25 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 	Comment by : STC comment: stc requests to strengthen the service credit scheme to prevent breaches and also to ensure that BNet updates the Access Seekers in advance about any delays, detailing the reasons and to provide definitive RFS dates.	Comment by Rana Al Alawi: 1 MRC per Working Day for failure up to 60 Working days.

(The Maximum Penalty per Connection is Capped at 2 month rental i.e. the equivalent of 200 SC).	Comment by : Based on benchmarks (Openreach), introduced a limit on penalties
	Comment by : STC comment: Stc requests to remove the SC cap in line with
international best practices

	
	
	Order-To-Payment & Request to Change
New Connection& external relocation  Request orders and Migration Request
	
	Access Provider
	

	
	
	· When a fibre  fiber cable is available for a new connection
	30 10 Working Days	Comment by Rana Al Alawi: Very lengthy—please see https://www.openreach.co.uk/cpportal/content/dam/cpportal/public/images-and-documents/home/products/ethernet/ethernet-contracts/Contractchangesinnotificationperioddocs/connectivity_services_schedule2_issue29_notify.pdf

	Access Provider
	

	
	
	· When a fibre fiber cable  is not available for a new connection but there is sufficient duct space to pull in an additional fibreService Access Resource  access cable 
	 30  20 Working Days	Comment by : In comparison to benchmarks, BNET’s SLAs currently match premium service standards offered by Openreach 


	Access Provider
	

	
	
	· When new ducts must first be installed before deploying a new fibre fiber access cable 
	60 Calendar 60 Calendar Days or Exceptional Delivery 	Comment by Rana Al Alawi: Stc: To be aligned with MDS suggestions below.	Comment by : Aligned it with WBS in case infrastructure is needed as same work applies	Comment by : To be aligned with infrastructure KPI for WBS which will take same work to do duct, wayleave approvals.etc

	Access Provider
	

	
	
	Cancellation Requests do not have a Maximum Delivery Time: the Maximum RFS Date (i.e., expected cancellation date) must be defined to take account of the one month Notification period required for cancellation.
	
	Access Provider
	

	
	
	In case of Migration RequestsRelocation Order, the Access Provider shall coordinate the deactivation and activation of the Connection on the same day to ensure minimum service disruption
	
	Access Provider
	

	
	
	For Bulk Projects (i.e. From 15 circuits per order), the Access Provider shall agree with the Access Seeker on a Time table to deliver the project
	Terms on Agreement
	Access Provider
	

	
	Maximum Delivery Time – Faster Service
	New Connection Request and Migration Request
	
	
	

	
	
	When a fibre is available for a new connection
	10 Working Days	Comment by : In comparison to benchmarks (Openreach), offer current BNET SLAs as a faster delivery service
	
	50 SC for failure to meet the Maximum RFS Date and 25 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 

(The Maximum Penalty per Connection is Capped at 2 month rental i.e. the equivalent of 200 SC).

	
	
	When a fibre is not available for a new connection but there is sufficient duct space to pull in an additional fibre access cable 
	20 Working Days
	
	

	
	
	
	
	
	

	[bookmark: _Hlk75615401]
	Service Request Acknowledgement
	Request to Answer:  for service request for Service Access Resource  feasibility Assessment Maximum Time for Service Request Acknowledgment
Within Working Hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes 
	Access Provider
	

	Service Request Answered
	Request to Answer:  for service request for Service Access Resource  feasibility Assessment Maximum Time to answer a request
	service requests for Service Access Resource  feasibility assessment  answered
	10 Working Days	Comment by : STC comment: 10 W Days is not reasonable. 
From experience, BNet can provide the results within 2 to 5WD. 
In case a visit is required, the KPI should be 5WD and in case of a desk study only 2 WD is sufficient.
	Access Provider
	

	Forecasting
	Comment by : Repeated word
	Access Seeker Forecasting Process
	Submission of forecasts at beginning of each quarter for next 5 quarters
	5 quarters 
	Access Seeker
	

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	As per forecast plan
	Access Seeker
	

	Appointment Management
	Appointment Booking
	original appointments to be booked by Access Seeker
	2 Working Days
	Access Seeker
	

	Appointment Management
	Appointment Rescheduling 
	original appointments attended by Access Seeker/end-user
	Withing agreed appointment
	Access Seeker
	

	Appointment Management
	Appointment Attended 
	appointments  attended / on designated date and time
	Withing agreed appointment
	Access Provider
	

	
	
	
	
	
	

	Fault Acknowledgement Time
	Problem-To-Solution Maximum Fault Acknowledgement Time
	
	15 minutes
	Access Provider
	

	Response Time
	Problem-To-Solution Maximum Response Time 
	During Working Hours
	1 Working Hours
	Access Provider
	

	
	
	Outside Working Hours
	2 hours
	
	

	[bookmark: _Hlk75618654]Restoration Time
	Problem-To-Solution Maximum Restoration Time
	
	4 hours for Standard Support 
2 hours for Premium Support


	Access Provider
	For Standard Support:
15 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.	Comment by : The service level penalties for repairs is 15% of the MRC for exceeding SLAs and 15% of the MRC for every hour of delay



(The Maximum Penalty per Connection is Capped at 200 hours 	Comment by : Introduced a limit for penalties capped at 200 hours exceeding SLA for standard repair time

 
For Premium Support:
50 SC for failure to meet the Maximum Restoration Time and 25 SC for each hour exceeding the Maximum Restoration Time.
(The Maximum Penalty per Connection is Capped at 200 hours 


	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets supplied with correct information
	Supplying correct information At the time or raising trouble tickets is access seeker responsibility
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to end-user issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to end-user issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Invoice Issuance
	Usage-To-Payment
	Issue billing invoice 
	According to Access Provider billing cycle
	Access Provider
	

	Invoice Payment
	Usage-To-Payment
	Billing Invoice Value To be paid by access seeker
	Within 30 days once billing invoice is issued
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Disputes to be raised for the generated billing invoice.
	Within 10 working days from billing invoice issuance
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Billing Dispute resolution response
	Within 10 working days 
	Access Provider
	

	Fault Acknowledgement Time
	Maximum Fault Acknowledgement Time
	
	15 minutes
	
	

	Response Time
	Maximum Response Time 
	During Working Hours
	1 Working Hours
	
	

	
	
	Outside Working Hours
	2 hours
	
	

	Restoration Time
	Maximum Restoration Time
	
	4 hours for Standard Support 

2 hours for Premium Support
	
	For Standard Support:
15 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.
(The Maximum Penalty per Connection is Capped at 200 hours 
For Premium Support:
50 SC for failure to meet the Maximum Restoration Time and 25 SC for each hour exceeding the Maximum Restoration Time.
(The Maximum Penalty per Connection is Capped at 200 hours 


	
	
	
	
	
	

	
	
	demolished
	
	
	

	
	
	demolishedh
	
	
	

	
	
	serviceserviceserviceserviceserviceserviceserviceservice
		Comment by Rana Al Alawi: ??? Propose deletion.
Planned outage is subject to customerserviceserviceserviceserviceserviceserviceserviceservice approval
	
	

	
	
	All passive network SLA should only trigger after the case escalates to passive network team after investigation and troubleshooting is completed by SMC and NICE/Active network.

Regardless of Standard or premium support, SLAs remain same as the problem is related to physical infrastructure outside exchange.
	
	
	








WHOLESALE MOBILE DATA SERVICE (MDS)

	Service Level
	Business Process
	Service Level Terms
	SLA 
	SLA Owner
	Service Level Penalties

	Service Order Acknowledgement
	Order-To-Payment
Maximum Time for Service Order Acknowledgment
	During Working Hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes 
	Access Provider
	

	Service Order  Confirmation
	Order-To-Payment
Maximum Time for Service Order Confirmation
	
	2 Working Days
	Access Provider
	

	 Notification of Expected RFS Dates
	Order-To-Payment & Request to Change
Maximum Time for Notification of Expected RFS Date
	Upgrade/Downgrade Order and Cancellation Request
	5 Working Days	Comment by : STC comment: Stc request to have the following SLA: Soft Upgrade / Downgrade: 2 WD - Transfer: 10 WD.
	Access Provider
	.	Comment by : In line with benchmarks, removed the service level penalties for corresponding SLA


 

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	Access Provider
	

	
	
	New Connection order and Internal & External Relocation
	5 Working Days
	Access Provider
	

	RFS Date
	Maximum Delivery Time –Order-To-Payment & Request to Change
	Request to Change Upgrade/Downgrade Order,internal relocation and Cancellation Request
	10 Working Days
	Access Provider
	50 SC for failure to meet the Maximum RFS Date and 25 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 

(The Maximum Penalty per Connection is Capped at 2 month rental i.e. the equivalent of 200 SC).	Comment by : Based on benchmarks, introduce a limit on penalties
 

	
	
	Order-To-Payment & Request to Change
New Connection & external relocation  orders
	
	Access Provider
	

	
	
	· When a Service Access Resource  is available for a new connection
	10 Working Days	Comment by : STC comment: Stc requests the following SLAs:
5 WDs when fibre is available, 15 working  days in case of no fibre 
30 working days when new ducts to be deployed
	Access Provider
	

	
	
	· When a Service Access Resource  is not available for a new connection but there is sufficient duct space to pull in an additional Service Access Resource  access cable 
	  20 Working Days
	Access Provider
	

	
	
	· When new ducts must first be installed before deploying a new Service Access Resource  access cable 
	 60 CalendarDays or Exceptional Delivery
	Access Provider
	

	
	
	Cancellation Requests do not have a Maximum Delivery Time: the Maximum RFS Date (i.e., expected cancellation date) must be defined to take account of the one month Notification period required for cancellation.
	
	Access Provider
	

	
	
	In case of relocation order, the Access Provider shall coordinate the deactivation and activation of the Connection on the same day to ensure minimum service disruption
	
	Access Provider
	

	
	
	For Bulk Projects (i.e. From 15 circuits per order), the Access Provider shall agree with the Access Seeker on a Time table to deliver the project
	Terms on Agreement
	Access Provider
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	Service Request Acknowledgement
	Request to Answer:  for service request for Service Access Resource  feasibility Assessment Maximum Time for Service Request Acknowledgment within working hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes
	Access Provider
	

	Service Request Answered
	Request to Answer:  for service request for Service Access Resource  feasibility Assessment Maximum Time to answer a request
	service requests for Service Access Resource  feasibility assessment  answered
	10 Working Days
	Access Provider
	

	Forecasting
	Comment by : Repeated word
	Access Seeker Forecasting Process
	Submission of forecasts at beginning of each quarter for next 5 quarters
	5 quarters 
	Access Seeker
	

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	As per forecast plan
	Access Seeker
	

	Appointment Management
	Appointment Booking
	original appointments to be booked by Access Seeker
	2 Working Days
	Access Seeker
	

	Appointment Management
	Appointment Rescheduling 
	original appointments attended by Access Seeker
	Withing agreed appointment
	Access Seeker
	

	Appointment Management
	Appointment Attended 
	appointments  attended / on designated date and time
	Withing agreed appointment
	Access Provider
	

	
	
	
	
	
	

	Fault Acknowledgement Time
	Problem-To-Solution Maximum Fault Acknowledgement Time
	
	15 minutes
	Access Provider
	

	Response Time
	Problem-To-Solution Maximum Response Time 
	During Working Hours
	1 Working Hours
	Access Provider
	

	
	
	Outside Working Hours
	2 hours
	
	

	Restoration Time
	Problem-To-Solution Maximum Restoration Time
	
	4 hours 


	Access Provider
	15 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.	Comment by : The service level penalties for repairs is 15% of the MRC for exceeding SLAs and 15% of the MRC for every hour of delay


 	Comment by : STC comment: Remove the SC cap in line with international best practices
(The Maximum Penalty per Connection is Capped at 200 hours 	Comment by : Introduced a limit for penalties capped at 200 hours exceeding SLA for standard repair time

 


	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets supplied with correct information
	Supplying correct information At the time or raising trouble tickets is access seeker responsibility
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to access seeker issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to access seeker issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Invoice Issuance
	Usage-To-Payment
	Issue billing invoice 
	According to Access Provider billing cycle
	Access Provider
	

	Invoice Payment
	Usage-To-Payment
	Billing Invoice Value To be paid by access seeker
	Within 30 days once billing invoice is issued
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Disputes to be raised for the generated billing invoice.
	Within 10 working days from billing invoice issuance
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Billing Dispute resolution response
	Within 10 working days 
	Access Provider
	



	Comment by : STC comment: Apply the same SLA of MDS
Transmission Managed SERVICE(TMS)

	Service Level
	Business Process
	Service Level Terms
	SLA 
	SLA Owner
	Service Level Penalties

	Service Order Acknowledgement
	Order-To-Payment
Maximum Time for Service Order Acknowledgment
	During Working Hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes 
	Access Provider
	

	Service Order  Confirmation
	Order-To-Payment
Maximum Time for Service Order Confirmation
	
	2 Working Days
	Access Provider
	

	 Notification of Expected RFS Dates
	Order-To-Payment & Request to Change
Maximum Time for Notification of Expected RFS Date
	Cancellation Request
	5 Working Days
	Access Provider
	.	Comment by : STC comment: Removed the service level penalties for corresponding SLA

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	Access Provider
	

	
	
	New Connection Order and external relocation Order
	5 Working Days
	Access Provider
	

	RFS Date
	Maximum Delivery Time – 
Order-To-Payment & Request to Change
	Request to Change 
Cancellation Request
	10 Working Days
	Access Provider
	50 SC for failure to meet the Maximum RFS Date and 25 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 

(The Maximum Penalty per Connection is Capped at 2 month rental i.e. the equivalent of 200 SC).	Comment by : Iintroduce a limit on penalties



	
	
	Order-To-Payment & Request to Change
New Connection& external relocation  orders
	
	Access Provider
	

	
	
	· When a Service Access Resource  is available for a new connection
	10 Working Days
	Access Provider
	

	
	
	· When a Service Access Resource  is not available for a new connection but there is sufficient duct space to pull in an additional Service Access Resource  access cable 
	  20 Working Days
	Access Provider
	

	
	
	· When new ducts must first be installed before deploying a new Service Access Resource  access cable 
	 60 Calendar Days or Exceptional Delivery
	Access Provider
	

	
	
	Cancellation Requests do not have a Maximum Delivery Time: the Maximum RFS Date (i.e., expected cancellation date) must be defined to take account of the one month Notification period required for cancellation.
	
	Access Provider
	

	
	
	In case of External Relocation Order, the Access Provider shall coordinate the deactivation and activation of the Connection on the same day to ensure minimum service disruption
	
	Access Provider
	

	
	
	For Bulk Projects (i.e. From 15 circuits per order), the Access Provider shall agree with the Access Seeker on a Time table to deliver the project
	Terms on Agreement
	Access Provider
	

	
	Service Request Acknowledgement
	Request to Answer:  for service request for Service Access Resource  feasibility Assessment Maximum Time for Service Request Acknowledgment within working hours
	15 minutes
	Access Provider
	

	
	
	Outside Working Hours
	15 minutes
	
	

	Service Request Answered
	Request to Answer:  for service request for feasibility Assessment Maximum Time to answer a request
	service requests for Service Access Resource  feasibility assessment  answered
	10 Working Days
	Access Provider
	

	Forecasting
	Comment by : Repeated word
	Access Seeker Forecasting Process
	Submission of forecasts at beginning of each quarter for next 5 quarters
	5 quarters 
	Access Seeker
	

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	As per forecast plan
	Access Seeker
	

	Appointment Management
	Appointment Booking
	original appointments to be booked by Access Seeker
	2 Working Days
	Access Seeker
	

	Appointment Management
	Appointment Rescheduling 
	original appointments attended by Access Seeker
	Withing agreed appointment
	Access Seeker
	

	Appointment Management
	Appointment Attended 
	appointments  attended / on designated date and time
	Withing agreed appointment
	Access Provider
	

	
	
	
	
	
	

	Fault Acknowledgement Time
	Problem-To-Solution Maximum Fault Acknowledgement Time
	
	15 minutes
	Access Provider
	

	Response Time
	Problem-To-Solution Maximum Response Time 
	During Working Hours
	2 Working Hours
	Access Provider
	

	
	
	Outside Working Hours
	4 Working hours
	
	

	Restoration Time
	Problem-To-Solution Maximum Restoration Time
	
	48 hours 
	Access Provider
	15 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.	Comment by : The service level penalties for repairs is 15% of the MRC for exceeding SLAs and 15% of the MRC for every hour of delay


 
(The Maximum Penalty per Connection is Capped at 200 hours 	Comment by : Introduced a limit for penalties capped at 200 hours exceeding SLA for standard repair time

 


	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets supplied with correct information
	Supplying correct information At the time or raising trouble tickets is access seeker responsibility
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to access seeker issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to access seeker issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Invoice Issuance
	Usage-To-Payment
	Issue billing invoice 
	According to Access Provider billing cycle
	Access Provider
	

	Invoice Payment
	Usage-To-Payment
	Billing Invoice Value To be paid by access seeker
	Within 30 days once billing invoice is issued
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Disputes to be raised for the generated billing invoice.
	Within 10 working days from billing invoice issuance
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Billing Dispute resolution response
	Within 10 working days 
	Access Provider
	






	[bookmark: _Hlk78464230]
	
	
	
	
	

	
	

	
	
	
	

	
	
	
	
	
	

	
	

	
	
	
	

	
	


	
	
	
		Comment by : Removed the service level penalties for corresponding SLA


	
	
	
	
	
	

	
	
	
	
	
	

	
	
	

	
	
	

	Comment by : Introduced a limit on penalties
 

	
	
	

	
	
	

	
	
	· 
	
	
	

	
	
	· 
	
	
	

	
	
	· 
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	Comment by : Repeated word
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
		Comment by : The service level penalties for repairs is 15% of the MRC for exceeding SLAs and 15% of the MRC for every hour of delay


 
	Comment by : Introduced a limit for penalties capped at 200 hours exceeding SLA for standard repair time

 


	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	











 FIBER FRONTHAULSERVICE (FFS) 

	Service Level
	Business Process
	Service Level Terms
	SLA 
	SLA Owner
	Service Level Penalties

	
	

	
	
	
	

	
	
	
	
	
	

	
Service Order Confirmation
	

Order to Payment Maximum Time for Service Order Confirmation
	Return to Access Seeker if incomplete information
	
5 Working Days
	
Access Provider
	

	 Notification of Expected RFS Dates
	Order-To-Payment
& Request to Change
Maximum Time for Notification of Expected RFS Date
	Solution design will be provided based on FFSrequirement with expected RFS
	 30 working days
	 Access Provider
	.	Comment by : Removed the service level penalties for corresponding SLA


	
	
	Confirm solution design acceptance .
	 15  Working days
	`
Access Seeker
	

	
	
	
	
	
	

	RFS Date
	Maximum Delivery Time –Order-To-Payment & Request to Change
	RFS date is based on the proposed solution.

	
	
	

	Comment by : Introduced a limit on penalties
 

	
	
	

	
	
	

	
	
	· 
	
	
	

	
	
	· 
	
	
	

	
	
	· 
	
	
	

	
	
	
	
	
	

	
	
	Implementation of the requested FFS as provided in Solution Design stage after the confirmation by Access Seeker
	Based on the proposed plan
	Access Seeker and Access Provider
	

	
	
	In case of external relocation, the Access Provider shall coordinate the deactivation and activation of the Connection on the same day to ensure minimum service disruption
	
	Access Provider
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	Outside Working Hours
	15 minutes
	
	

	
	
	
	
	
	

	Forecasting
	Comment by : Repeated word
	Access Seeker Forecasting Process
	Submission of forecasts at beginning of each quarter for next 5 quarters
	5 quarters 
	Access Seeker
	

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	As per forecast plan
	Access Seeker
	

	Appointment Management
	Appointment Booking
	original appointments to be booked by Access Seeker
	2 Working Days
	Access Seeker
	

	Appointment Management
	Appointment Rescheduling 
	original appointments attended by Access Seeker
	Withing agreed appointment
	Access Seeker
	

	Appointment Management
	Appointment Attended 
	appointments  attended / on designated date and time
	Withing agreed appointment
	Access Provider
	

	
	
	
	
	
	

	Fault Acknowledgement Time
	Problem-To-Solution Maximum Fault Acknowledgement Time
	
	15 minutes
	Access Provider
	

	Response Time
	Problem-To-Solution Maximum Response Time 
	During Working Hours
	5 Working Hours
	Access Provider
	

	
	
	Outside Working Hours
	12 hours
	
	

	Restoration Time
	Problem-To-Solution Maximum Restoration Time
	
	48 hours 
	Access Provider
	15 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.	Comment by : The service level penalties for repairs is 15% of the MRC for exceeding SLAs and 15% of the MRC for every hour of delay


 
(The Maximum Penalty per Connection is Capped at 200 hours 	Comment by : Introduced a limit for penalties capped at 200 hours exceeding SLA for standard repair time

 


	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets supplied with correct information
	Supplying correct information At the time or raising trouble tickets is access seeker responsibility
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to access seeker issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Service Trouble Ticket Creation
	Problem-To-Solution
	service trouble tickets attended due to access seeker issues/access seeker service trouble tickets where fault not found
	
	Access Seeker
	

	Invoice Issuance
	Usage-To-Payment
	Issue billing invoice 
	According to Access Provider billing cycle
	Access Provider
	

	Invoice Payment
	Usage-To-Payment
	Billing Invoice Value To be paid by access seeker
	Within 30 days once billing invoice is issued
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Disputes to be raised for the generated billing invoice.
	Within 10 working days from billing invoice issuance
	Access Seeker
	

	Billing Dispute
	Usage-To-Payment
	Billing Dispute resolution response
	Within 10 working days 
	Access Provider
	




MOBILE BACKHAUL SERVICE (MBS)

	Service Level
	
	Service Level Terms
	
	Service Level Penalties

	Service Request Acknowledgement
	Maximum Time for Service Request Acknowledgment
	During Working Hours
	15 minutes
	

	
	
	Outside Working Hours
	15 minutes after the start of the first Working Hour following the receipt of the Service Request
	

	Service Request Confirmation
	Maximum Time for Service Request Confirmation
	
	2 Working Days
	

	Notification of Expected RFT and RFS Dates
	Maximum Time for Notification of Expected RFT and RFS Date
	Transfer Request, Upgrade/Downgrade Request and Cancellation Request
	5 Working Days
	25 SC for each Working Day after the Maximum Time for Notification of Expected RFT and RFS Dates until such time as the MNO receives the Notification.

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	

	
	
	New Connection Request and Migration Request
	5 Working Days
	

	RFS Date
	
	Transfer Request, Upgrade/Downgrade Request and Cancellation Request
	10 Working Days
	




	
	
	New Connection Request and Migration Request
	
	

	
	
	· When a fibre is available for a new connection
	10 Working Days
	

	
	
	· When a fibre is not available for a new connection but there is sufficient duct space to pull in an additional fibre access cable 
	20 Working Days
	

	
	
	· When new ducts must first be installed before deploying a new fibre access cable 
	60 Calendar Days or Exceptional Delivery
	

	
	
	· 
	
	

	
	
	Cancellation Requests do not have a Maximum Delivery Time: the Maximum RFS Date (i.e., expected cancellation date) must be defined to take account of the one-month notification period required for cancellation.
	
	

	
	
	In case of Transfer Requests and Migration Requests, the Access Provider shall coordinate the deactivation and activation of the connection on the same day to ensure minimum service disruption
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	Maximum Validation Time
	The Maximum Validation Time does not apply to Cancellation Requests.
	3 Working Days
	

	Fault Acknowledgement Time
	Maximum Fault Acknowledgement Time
	
	15 minutes
	

	Response Time
	Maximum Response Time 
	During Working Hours
	1 Working Hour
	

	
	
	Outside Working Hours
	2 hours
	

	Restoration Time
	Maximum Restoration Time
	
	4 hours
	20 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.
(There is no Maximum Penalty Cap per Connection)



	
	
	
	
	

	
	
	demolished
	
	

	
	
	demolishedh
	
	

	
	
	serviceserviceserviceserviceserviceserviceserviceservice
	
Planned outage is subject to customerserviceserviceserviceserviceserviceserviceserviceservice approval
	

	
	
	All passive network SLA should only trigger after the case escalates to passive network team after investigation and troubleshooting is completed by SMC and NICE/Active network.

	
	





DATA SERVICE (DS)

	Service Level
	
	Service Level Terms
	
	Service Level Penalties

	Service Request Acknowledgement
	Maximum Time for Service Request Acknowledgment
	During Working Hours
	15 minutes
	

	
	
	Outside Working Hours
	15 minutes after the start of the first Working Hour following the receipt of the Service Request
	

	Service Request Confirmation
	Maximum Time for Service Request Confirmation
	
	2 Working Days
	

	Notification of Expected RFT and RFS Dates
	Maximum Time for Notification of Expected RFT and RFS Date
	Transfer Request, Upgrade/Downgrade Request and Cancellation Request
	5 Working Days
	25 SC for each Working Day after the Maximum Time for Notification of Expected RFT and RFS Dates until such time as the MNO receives the Notification.

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	

	
	
	New Connection Request and Migration Request
	5 Working Days
	

	RFS Date
	
	Transfer Request, Upgrade/Downgrade Request and Cancellation Request
	10 Working Days
	50 SC for failure to meet the Maximum RFS Date and 25 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 



(There is no Maximum Penalty Cap per Connection).

	
	
	New Connection Request and Migration Request
	
	

	
	
	· When a fibre is available for a new connection
	10 Working Days
	

	
	
	· When a fibre is not available for a new connection but there is sufficient duct space to pull in an additional fibre access cable 
	20 Working Days
	

	
	
	· When new ducts must first be installed before deploying a new fibre access cable 
	60 Calendar Days or Exceptional Delivery
	

	
	
	· 
	
	

	
	
	Cancellation Requests do not have a Maximum Delivery Time: the Maximum RFS Date (ie., expected cancellation date) must be defined to take account of the one month Notification period required for cancellation.
	
	

	
	
	In case of Transfer Requests and Migration Requests, the Access Provider shall coordinate the deactivation and activation of the Connection on the same day to ensure minimum service disruption
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	Maximum Validation Time
	The Maximum Validation Time does not apply to Cancellation Requests.
	3 Working Days
	

	Fault Acknowledgement Time
	Maximum Fault Acknowledgement Time
	
	15 minutes
	

	Response Time
	Maximum Response Time 
	During Working Hours
	1 Working Hour
	

	
	
	Outside Working Hours
	2 hours
	

	Restoration Time
	Maximum Restoration Time
	
	4 hours
	20 SC for failure to meet the Maximum Restoration Time and 10 SC for each hour exceeding the Maximum Restoration Time.
(There is no Maximum Penalty Cap per Connection).



	
	
	
	
	

	
	
	demolished
	
	

	
	
	demolishedh
	
	

	
	
	serviceserviceserviceserviceserviceserviceserviceservice
	
Planned outage is subject to customerserviceserviceserviceserviceserviceserviceserviceservice approval
	

	
	
	All passive network SLA should only trigger after the case escalates to passive network team after investigation and troubleshooting is completed by SMC and NICE/Active network.

	
	





OPTICAL WAVELENGTH SERVICE (OWS)

	Service Level
	
	Service Level Terms
	
	Service Level Penalties

	Service Request Acknowledgement
	Maximum Time for Service Request Acknowledgment
	During Working Hours
	15 minutes
	

	
	
	Outside Working Hours
	15 minutes after the start of the first Working Hour following the receipt of the Service Request
	

	Service Request Confirmation
	Maximum Time for Service Request Confirmation
	
	2 Working Days
	

	Notification of Expected RFT and RFS Dates
	Maximum Time for Notification of Expected RFT and RFS Date
	
	5 Working Days
	.

	
	
	For a Cancellation Request the Access Provider shall only provide the Maximum RFS Date, which shall be the expected date of cancellation, taking into account the required Notification period for cancellation
	
	

	RFS Date
	Maximum Delivery Time – Basic Service 
	In case of Transfer Requests and Migration Requests, the Access Provider shall coordinate the deactivation and activation of the Connection on the same day to ensure minimum service disruption
	Based on target agreement date 
	5 SC for each additional working day thereafter until the Access Seeker receives the RFS Certificate. 

(The Maximum Penalty per Connection is capped at 20 SC of the connection charge).

	
	Maximum Delivery Time – Premium Service
	New Connection Request and Migration Request
	
	

	
	
	When a fibre is available for a new connection
	10 working days
	

	
	
	When a fibre is not available for a new connection but there is sufficient duct space to pull in an additional fibre access cable 
	20 working days
	

	
	
	When new ducts must first be installed before deploying a new fibre access cable 
	60 working days
	

	
	
	
	
	

	Fault Acknowledgement Time
	Maximum Fault Acknowledgement Time
	
	1 hour
	

	Response Time
	Maximum Response Time 
	During Working Hours
	2 Working Hours
	

	
	
	Outside Working Hours
	4 hours
	

	Restoration Time
	Maximum Restoration Time – Basic Service
	
	48 hours
	 5% of annual rental charge  for each hour exceeding the Maximum Restoration Time.
(The Maximum Penalty per Connection is capped at 35 % of the annual rental charge)  (

	
	Maximum Restoration Time – Premium Service
	
	24 hours
	






KEY PERFORMANCE INDICATORS (KPI)

	Service
	Process
	KPI	Comment by : STC comment: All KPIs targets below should be changed to reflect STC SLA changes requests above.
	Target
	Owner

	Wholesale Bitstream Service (WBS)
	Order-To-Payment
	Maximum Delivery Time
	95% within 10 Working Days
	Access Provider

	
	
	Maximum Restoration Time
	95% within 48 hours
	

	
	
	
	
	

	
	Order-To-Payment
	Maximum delivery time for orders impacted with infrastructure issues (New Provide)
	95% within 67 Working Days
	Access Provider

	
	Request to Change

	service orders with maximum delivery time (Internal Relocation, upgrade & downgrade)
	95% within 5 Working Days
	Access Provider

	
	Termination To Confirmation
	service orders with maximum delivery time (service termination)
	95% within 5 Working Days
	Access Provider

	
	Request to Change

	service orders with maximum delivery time (External Relocation)
	95% within 10 Working Days
	Access Provider

	
	Request to Answer:  
	Maximum Time to answer a request for service request for Fibre Cost Assessment 
	95% within 10 Working Days
	Access Provider

	
	Access Seeker Forecasting Process
	Number of Submission of forecasts at beginning of each quarter
	5 quarters 
	Access Seeker

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	80% of forecasted orders to be converted to orders.
	Access Seeker

	
	Appointment Rescheduling 
	Maximum  original appointments  to be re-scheduled by Access Seeker/end-user
	4% of Total booked appointment
	Access Seeker

	
	Appointment Attended 
	Maximum appointments  attended / on designated date and time
	95% of original booked appointment
	Access Provider

	
	
	Maximum Restoration Time
	95% within 48 hours
	Access Provider

	
	Problem-To-Solution
	Maximum Fault Response Time
	95% within 5 Working Hours
During Working Hours
	Access Provider

	
	
	
	95% within 12 hours
Outside Working Hours
	Access Provider

	
	Problem-To-Solution 
	Maximum Restoration Time  Repair Service 48 hours
	95% within 48hours

	Access Provider

	
	Problem-To-Solution
	Maximum service trouble tickets supplied with correct information
	99% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets attended due to end-user/access seeker issues
	1% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets where fault not found
	1% of all raised service trouble tickets
	Access Seeker

	
	Usage-To-Payment
	Maximum time to issue billing invoice 
	100% according to Access Provider billing cycle
	Access Provider

	
	Usage-To-Payment
	Billing invoice value to be paid by access seeker
	Undisputed amount to be paid within 30 days once billing invoice is issued
	Access Seeker

	
	Usage-To-Payment
	Maximum time for disputes to be raised for the generated billing invoice.
	All disputes should be raised within 10 working days from billing invoice issuance
	Access Seeker

	
	Usage-To-Payment
	Billing Dispute resolution response
	95% Within 10 working days 
	Access Provider

	[bookmark: _Hlk75426113]WHOLESALE DATA CONNECTION (WDC) 
	Order-To-Payment (New Provide) & Request to Change (External & Internal Relocation)
	Maximum Time for Notification of Expected RFS Date
	95% within 5 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When a Service Access Resource  is available for a new connection
	95% within 10 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When a Service Access Resource  is not available for a new connection but there is sufficient duct space to pull in an additional Service Access Resource  access cable 
	95% within 30 Working Days
	

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When new ducts must first be installed before deploying a new Service Access Resource  access cable 
	95% within 67 Working Days
	

	
	Request to Change

	service orders with maximum delivery time (Internal relocation, upgrade & downgrade)
	95% within 10 Working Days
	Access Provider

	
	Termination To Confirmation
	service orders with maximum delivery time (service termination)
	95% within 5 Working Days
	Access Provider

	
	Request to Answer:  
	Maximum Time to answer a request for service request for Service Access Resource  Feasibility Assessment 
	95% within 5 Working Days
	Access Provider

	
	Access Seeker Forecasting Process
	Number of Submission of forecasts at beginning of each quarter
	5 quarters 
	Access Seeker

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	80% of forecasted orders to be converted to orders.
	Access Seeker

	
	Appointment Booking 
	original appointments to be booked by Access Seeker	
	2 Working  Days	
	Access Seeker

	
	Appointment Rescheduling 
	Maximum  original appointments  to be re-scheduled by Access Seeker/end-user
	4% of Total booked appointment
	Access Seeker

	
	Appointment Attended 
	Maximum appointments  attended / on designated date and time
	95% of original booked appointment
	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum Fault Response Time
	95% within 1 Working Hours
During Working Hours
	Access Provider

	
	
	
	95% within 2 hours
Outside Working Hours
	Access Provider

	
	Problem-To-Solution 
	Maximum Restoration Time – for Standard Support 
	95% within 4 hours 


	Access Provider

	
	
	
Maximum Restoration Time – for  Premium Support
	95% within 2 hours 

	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum service trouble tickets supplied with correct information
	99% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets attended due to end-user/access seeker issues
	1% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets where fault not found
	1% of all raised service trouble tickets
	Access Seeker

	
	Usage-To-Payment
	Maximum time to issue billing invoice 
	100% according to Access Provider billing cycle
	Access Provider

	
	Usage-To-Payment
	Billing invoice value to be paid by access seeker
	Undisputed amount to be paid within 30 days once billing invoice is issued
	Access Seeker

	
	Usage-To-Payment
	Maximum time for disputes to be raised for the generated billing invoice.
	All disputes should be raised within 10 working days from billing invoice issuance
	Access Seeker

	
	Usage-To-Payment
	Billing Dispute resolution response
	95% Within 10 working days 
	Access Provider

	
	
	
	
	

	MOBILE DATA SERVICE (MDS)
	Order-To-Payment (New Provide) & Request to Change (External & Internal Relocation)
	Maximum Time for Notification of Expected RFS Date
	95% within 5 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When a Service Access Resource  is available for a new connection
	95% within 10 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When a Service Access Resource  is not available for a new connection but there is sufficient duct space to pull in an additional Service Access Resource  access cable 
	95% within 30 Working Days
	

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When new ducts must first be installed before deploying a new Service Access Resource  access cable 
	95% within 67 Working Days
	

	
	Request to Change

	service orders with maximum delivery time (Internal relocation, upgrade & downgrade)
	95% within 10 Working Days
	Access Provider

	
	Termination To Confirmation
	service orders with maximum delivery time (service termination)
	95% within 5 Working Days
	Access Provider

	
	Request to Answer:  
	Maximum Time to answer a request for service request for Service Access Resource  Feasibility Assessment 
	95% within 5 Working Days
	Access Provider

	
	Access Seeker Forecasting Process
	Number of Submission of forecasts at beginning of each quarter 
	5 quarters 
	Access Seeker

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	80% of forecasted orders to be converted to orders.	Comment by : STC comment: The proposed percentage is high. There should be a reasonable or different mean(s) for BNet to avoid unreasonable forecasts from LOs.
	Access Seeker

	
	Appointment Booking 
	original appointments to be booked by Access Seeker	
	2 Working  Days	
	Access Seeker

	
	Appointment Rescheduling 
	Maximum  original appointments  to be re-scheduled by Access Seeker
	4% of Total booked appointment
	Access Seeker

	
	Appointment Attended 
	Maximum appointments  attended / on designated date and time
	95% of original booked appointment
	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum Fault Response Time
	95% within 1 Working Hours
During Working Hours
	Access Provider

	
	
	
	95% within 2 hours
Outside Working Hours
	Access Provider

	
	Problem-To-Solution 
	Maximum Restoration Time 
	95% within 4 hours 


	Access Provider

	
	Problem-To-Solution
	Maximum service trouble tickets supplied with correct information
	99% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets attended due to access seeker issues
	1% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets where fault not found
	1% of all raised service trouble tickets
	Access Seeker

	
	Usage-To-Payment
	Maximum time to issue billing invoice 
	100% according to Access Provider billing cycle
	Access Provider

	
	Usage-To-Payment
	Billing invoice value to be paid by access seeker
	Undisputed amount to be paid within 30 days once billing invoice is issued
	Access Seeker

	
	Usage-To-Payment
	Maximum time for disputes to be raised for the generated billing invoice.
	All disputes should be raised within 10 working days from billing invoice issuance
	Access Seeker

	
	Usage-To-Payment
	Billing Dispute resolution response
	95% Within 10 working days 
	Access Provider

	
	
	
	
	

	TRANSMISSION MANAGED SERVICE(TMS)

	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum Time for Notification of Expected RFS Date
	95% within 5 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When a Service Access Resource  is available for a new connection
	95% within 10 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When a Service Access Resource  is not available for a new connection but there is sufficient duct space to pull in an additional Service Access Resource  access cable 
	95% within 30 Working Days
	

	
	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum delivery time When new ducts must first be installed before deploying a new Service Access Resource  access cable 
	95% within 67 Working Days
	

	
	Termination To Confirmation
	service orders with maximum delivery time (service termination)
	95% within 5 Working Days
	Access Provider

	
	Request to Answer:  
	Maximum Time to answer a request for service request for Service Access Resource  Feasibility Assessment 
	95% within 5 Working Days
	Access Provider

	
	Access Seeker Forecasting Process
	Number of Submission of forecasts at beginning of each quarter
	5 quarters 
	Access Seeker

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	80% of forecasted orders to be converted to orders.	Comment by : STC comment: The proposed percentage is high. There should be a reasonable or different mean(s) for BNet to avoid unreasonable forecasts from LOs.
	Access Seeker

	
	Appointment Booking 
	original appointments to be booked by Access Seeker	
	2 Working  Days	
	Access Seeker

	
	Appointment Rescheduling 
	Maximum  original appointments  to be re-scheduled by Access Seeker
	4% of Total booked appointment
	Access Seeker

	
	Appointment Attended 
	Maximum appointments  attended / on designated date and time
	95% of original booked appointment
	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum Fault Response Time
	95% within 2 Working Hours
During Working Hours
	Access Provider

	
	
	
	95% within 4 hours
Outside Working Hours
	Access Provider

	
	Problem-To-Solution 
	Maximum Restoration Time 
	95% within 48 hours 


	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum service trouble tickets supplied with correct information
	99% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets attended due to access seeker issues
	1% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets where fault not found
	1% of all raised service trouble tickets
	Access Seeker

	
	Usage-To-Payment
	Maximum time to issue billing invoice 
	100% according to Access Provider billing cycle
	Access Provider

	
	Usage-To-Payment
	Billing invoice value to be paid by access seeker
	Undisputed amount to be paid within 30 days once billing invoice is issued
	Access Seeker

	
	Usage-To-Payment
	Maximum time for disputes to be raised for the generated billing invoice.
	All disputes should be raised within 10 working days from billing invoice issuance
	Access Seeker

	
	Usage-To-Payment
	Billing Dispute resolution response
	95% Within 10 working days 
	Access Provider

	
	
	
	
	

	

	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	

	

	
	
	
	

	

	
	
	
	


	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	 FIBER FRONTHAUL SERVICE (FFS) 

	Order-To-Payment (New Provide) & Request to Change (External Relocation)
	Maximum Time for Notification of Expected RFS Date
	95% within 60 Working Days
	Access Provider

	
	Order-To-Payment (New Provide) 
	Maximum Time to accept or reject  MFPS solution design
	95% within 90  Calendar Days
	Access Provider

	
	
	
	
	

	
	
	
	
	

	
	Termination To Confirmation
	service orders with maximum delivery time (service termination)
	95% within 5 Working Days
	Access Provider

	
	
	
	
	

	
	Access Seeker Forecasting Process
	Number of Submission of forecasts at beginning of each quarter
	5 quarters 
	Access Seeker

	
	Access Seeker Forecasting Process
	Access Seeker forecast which was converted to actual orders
	80% of forecasted orders to be converted to orders.	Comment by : STC comment: The proposed percentage is high. There should be a reasonable or different mean(s) for BNet to avoid unreasonable forecasts from LOs.
.
	Access Seeker

	
	Appointment Booking 
	original appointments to be booked by Access Seeker	
	2 Working  Days	
	Access Seeker

	
	Appointment Rescheduling 
	Maximum  original appointments  to be re-scheduled by Access Seeker
	4% of Total booked appointment
	Access Seeker

	
	Appointment Attended 
	Maximum appointments  attended / on designated date and time
	95% of original booked appointment
	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum Fault Response Time
	95% within 5 Working Hours
During Working Hours
	Access Provider

	
	
	
	95% within 12 hours
Outside Working Hours
	Access Provider

	
	Problem-To-Solution 
	Maximum Restoration Time 
	95% within 48 hours 


	Access Provider

	
	
	
	
	

	
	Problem-To-Solution
	Maximum service trouble tickets supplied with correct information
	99% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets attended due to access seeker issues
	1% of all raised service trouble tickets
	Access Seeker

	
	Problem-To-Solution
	Maximum service trouble tickets where fault not found
	1% of all raised service trouble tickets
	Access Seeker

	
	Usage-To-Payment
	Maximum time to issue billing invoice 
	100% according to Access Provider billing cycle
	Access Provider

	
	Usage-To-Payment
	Billing invoice value to be paid by access seeker
	Undisputed amount to be paid within 30 days once billing invoice is issued
	Access Seeker

	
	Usage-To-Payment
	Maximum time for disputes to be raised for the generated billing invoice.
	All disputes should be raised within 10 working days from billing invoice issuance
	Access Seeker

	
	Usage-To-Payment
	Billing Dispute resolution response
	95% Within 10 working days 
	Access Provider

	
	
	
	
	

	Early Life Faults
	
	Faults reported within 10 Working Days of the Service Request (order) being completed
	<5%
	

	Faults on Service Provisions
	
	Faults within 48 hours of the Service Request (order) being completed (Dead on Arrival)
	<3%
	

	Repeat and persistent Faults	Comment by : STC comment: Service Credit to be added inline with WDC service 
	
	Faults within 5 Calendar Days of Fault Restoration on the same Connection or Installation (as appropriate)
	<5%
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