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Acceptance Procedure -7 17902

Testing Methodology

The Supplier will notify IUCC 10 working days before the expected Acceptance Test
Start Date whether the Service Item will be turned over to IUCC for testing on the
date planned, or if there is a delay expected, the Supplier will inform IUCC of the
duration of the delay.

The expected Acceptance Test Start Date (ATSD) for each Service Item must be at
least 5 working days prior to the Committed Delivery Date (CDD).

The purpose of the acceptance tests shall be to verify that the Service Items comprised in the
Service are operating in accordance with the specifications described in paragraph 2 above.
The acceptance tests shall be carried out by the Supplier over a period of 24 hours via
loopback transmission and/or such other terms as may be agreed by the Parties.

The Supplier will perform the appropriate specified tests. On successful completion of
the 24 hour loopback test, the Supplier will inform [UCC and will provide a copy of
the test results by email. The date of the working day following the date of
transmission of this email will define the actual Acceptance Test Start Date.

IUCC will have 5 working days from the ATSD to carry out tests over the link.
During this period, the Supplier, or its agent, will co-operate in a timely manner with
IUCC, or its agents, in identifying the source of any problems that arise. If the source
of any problems is determined to be in the Service provided by the Supplier, the
Supplier will remedy the problem as quickly as possible. If the source of any such
problem is determined to be outside the Supplier's Service or in [IUCC’s equipment,
ITUCC will take appropriate action and continue it’s testing. If any remedial action
involves changes in the Service provided by the Supplier, [UCC will be allowed a
further 5 working day period to conduct tests.

TUCC will be deemed to have accepted the Service Item when IUCC declares that the
link operates satisfactorily or if any 5 working day test period expires without [UCC
providing evidence to the Supplier of unsatisfactory operation arising from the
Service provided by the Supplier. The Operational Service Date (OSD) will be set as
the date [IUCC accepts or is deemed to have accepted the Service Item.

The foregoing notwithstanding, if [IUCC uses a Service Item to carry live traffic (not
including field trials) prior to acceptance by IUCC, such use shall constitute acceptance
of such Service Item.
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1.2

Service Level Agreement Y 7201

Fault Handling

Definition of Fault and Unavailability

Unscheduled Service unavailability shall be allowed up to 30 minutes per calendar month
for each Service Item. Scheduled Service unavailability can occur in the following ways:

The Supplier and/or any of its subcontractors will from time to time have to carry out
routine maintenance, upgrades or improvements to the network or network equipment.
These works are defined as scheduled maintenance work, and can cause service outages.
Schedule maintenance work will always be carried out during a pre-defined maintenance
window, and will not be considered as unavailability. The Supplier's scheduled
maintenance window for the Services will be on any day between 02.00 and 05.00 or as
otherwise agreed between I[UCC and the Supplier from time to time.

The Supplier will inform the IUCC Network Operation Centre (NOC) at least three
Business Days in advance by e-mail of any scheduled maintenance which might lead to
service disruption (including the time, date, planned duration and description of the
proposed work) except in case of emergency maintenance work on the Supplier's
network. IUCC shall have the right to request from the Supplier to postpone such
scheduled maintenance for a reasonable period of time and if such scheduled
maintenance is affecting only [IUCC Service Items the Supplier shall accept such request.

The total non-availability time for a Service Item due to scheduled maintenance work
in any service quarter may not exceed 6 hours.

Outages caused by any of the following are not considered as unavailability or faults:

[1 scheduled maintenance.

[ Failure of [UCC’s equipment, power supply or environmental conditions;

[1 TUCC’s acts or omissions (or those of its employees, agents, representatives or sub-
contractors);

[ cabling or networks not included in the Services; and/or

[l Force Majeure.

[ Failure to enable the Supplier access to its equipment

Fault Reporting Procedure
Language

All communications between the Supplier and [UCC regarding the fault reporting
procedure (e.g. fault reporting) shall be in English or Hebrew. Initial opening of a
fault report shall be via phone call and/or email. Subsequent interaction between the
Supplier and IUCC shall be via e-mail unless the Parties indicate a mutual need for
conducting a conversation via the telephone.



Fault Detection and Notification

On any fault detection by the Supplier, the Supplier's Customer Support Centre (CSC)
shall open a trouble-ticket and inform IUCC within 1 hour, at which time the Supplier
will notify IUCC of the trouble-ticket reference number. [UCC is required to report
any faults in the Service Items to the Supplier's CSC. On any fault detection by
IUCC, IUCC shall report any detected fault to the Supplier's CSC, where a trouble-
ticket will be opened within 15 minutes. The Supplier will then provide [IUCC with
the trouble-ticket reference number.

The Supplier's CSC will be reachable 99.9% of the time.

Failure to open the ticket in time and inform IUCC as stated will result in a S000NIS
penalty for every ticket not reported on time.

The maximum restoration time for failures of the Service Items shall be as set out in

paragraph 3.1.

1.3

Contact Points

IUCC, or the IUCC NOC acting on behalf of IUCC, will report Service Item
problems to the Supplier's CSC via email or telephone (at the telephone number set
out below). Problems may be reported 24 hours per day, 7 days per week.

IUCC NOC level-2
e-mail: nocplus@noc.ilan.net.il [to open an automated trouble ticket with [UCC —
noc-trouble@sdp.iucc.ac.il]

Supplier Customer Support Centre (CSC)
Telephone: +972-
Fax: +972-
e-mail:

Fault Repair and Clearance Procedure

Directly after fault detection the Supplier will perform fault analysis and subsequently
provide [IUCC with a fault description and the estimated time to repair.

Failure to initiate repair on the fault within 5 hours of notification will result in a
2000NIS penalty for every hour over 5 hours.

During fault repair the Supplier shall keep IUCC informed of the fault clearance
progress on a regular basis, as agreed between the CSC and IUCC during fault
reporting. The fault is cleared when the Service Item is rectified to the usual service
level.

After fault clearance the Supplier shall inform I[UCC and upon [UCC’s agreement the
trouble-ticket shall be closed. Within 5 Business Days a written fault clearance
notification will be sent to IUCC. The fault clearance notification will contain:

[1 The trouble-ticket reference number
[1 The fault time


mailto:nocplus@noc.ilan.net.il

The cause of the fault

"1 The corrective action taken

14
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Failure to provide the report as stated within 5 business days will result in a S000NIS
penalty for every report not provided on time.

Fault Time Calculation

The fault time is calculated as the time between the opening and closure of the trouble-
ticket reduced by the following:

7 Delay of fault repair caused by IUCC not giving access to its premises to the
Supplier.
| Delay of the closure of the trouble-ticket due to the Supplier not being able to contact
the IUCC NOC.
[ Other delays caused by IUCC.

Fault Management Escalation Process

If the stated fault management standards in this Annex are not met or if the problem is
not being addressed in a satisfactory manner, contacts for escalation are specified below.
The sequence for escalation should be the one specified in the table below.

The Supplier

Escalation level ‘ Name ‘ Telephone ‘ Mobile ‘ E-mail
IUCC

Contact Level/ Name/Function | Telephone E-mail

Responsibility

Planned Works Hank Nussbacher | 054-5568881 nocplus@noc.ilan.net.il
Fault Reporting Machba NOC nocplus@noc.ilan.net.il

2.1

Each Party may alter the information listed above provided that the changes are
transmitted to the other Party via email within five business days.

Late Delivery Penalty

The Supplier shall pay IUCC a penalty of 1000NIS for every business day in which the
OSD, for each Service Item, is later than the agreed upon delivery date.

Cancellation Rights due to CDD Delay

If a Service Item is not put into operation within 60 days of the CDD for that Service
Item, IUCC is entitled to cancel the service order in respect of that Service Item without
any cancellation charge applying but without prejudice to the Supplier's liability to pay
any sums payable for late delivery as set out above.

Availability and Quality of Service (QoS) Guarantee




3.1 Availability and Quality of Service (QoS) Measurement and Calculation

Performance guarantees are given to the customer. The Supplier will compensate
IUCC when the Service performance is below guaranteed levels. Availability
calculations are based upon the “downtime” of the circuit as measured by the
Supplier and verified by IUCC. In the event of a discrepancy between the Supplier
and IUCC — the Supplier’s measurements will be considered as definitive.

The Supplier will make available to IUCC any and all availability reports based on
their network monitoring equipment.

The measurement period of the availability of the Circuits is monthly. Availability is
calculated after every month the Circuit is in operation, counted from the OSD (or the
anniversary of the OSD, as appropriate). The unavailability is calculated as the
amount of “downtime” as measured above, minus any unavailability periods of the
Circuit attributable to IUCC or its agents, minus all Circuit outages due to scheduled
maintenance, up to a maximum of 6 hours in any Service quarter. IUCC is required
to inform the Supplier of any scheduled outages that have occurred during each
month.

The measurement period for the quality of service of the Circuits is monthly. QoS is
calculated after every month the Circuit is in operation, counted from the OSD (or the
anniversary of the OSD, as appropriate). The QoS is packet loss as measured by the
Suppliers.

3.2 Unavailability or Quality of Service Penalties

Unavailability (hours per month basis) Penalties if guaranteed availability is not met
0-29 minutes $0
over 30 minutes 5% of monthly recurring fee per hour and

proportional percentage for shorter periods

over 5 hours 10% of monthly recurring fee per hour and
proportional percentage for shorter periods

QoS — Packet loss (percentage of packets lost per Penalties if guaranteed QoS is not met
month basis)
1% $0
over .2% 5% of monthly recurring fee per hour and

proportional percentage for shorter periods

over .5% 10% of monthly recurring fee per hour and
proportional percentage for shorter periods

IUCC has the right to claim penalty credits according to one of the above tables —
whichever is higher in any given month — when a monthly performance is counted to be
lower than the guaranteed availability, or, the accumulated packet loss during the same
month is in excess of .5%.

The maximum penalty credits per Service Item may not exceed 2x that Service Item’s
monthly recurring charges.

IUCC has the right to claim penalty credits according to the above table after every fault
occasion.



3.3  SLA for links

In the event that the Supplier is unable to provide definitive measurement reports,
IUCC will use its measurement systems to determine link uptime as well as packet
loss problems. IUCC’s measurements are based on Cisco IOS measurements.
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