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1. Introduction
This document sets out the service levels that openeir offer with regard to the provision and
repair of Wholesale Un-contended Product (WUP).

The Wholesale Un-contended Product IPM (Industry Process Manual) is a representation of
how the SLA parameters are supported in practice and should be read in conjunction with this

document.

A service credit regime for failure to meet the offered service delivery levels against these

attributes is also set out in the document.
Event Based Service Assurance regime was introduced on the 1t July 2013.

The WUP Masterplan Plus SLA offers Operators an enhanced level of support for nominated
business critical 1/10Gbit/s Un-contended point-to-point C/DWDM circuits. This SLA is provided

with a minimum service availability target of 99.85% on WUP circuits.

1.1. Key Features of the WUP Masterplan Plus SLA

7 x 24 fault reporting and response
Proactive response time - within 15 minutes of fault report
8 hour SLA Repair Time
99.85% assurance target for service availability
Operator feedback every 30 minutes after fault is logged
Proactive feedback on the service assurance parameters of the nominated circuits

Operator reports issued for faults on a quarterly basis.
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2. Wholesale Un-contended Product Provisioning Parameters

The WUP Master Plan Plus SLA offers Operators an enhanced level of support for nominated
business critical WUP point-to-point C/DWDM circuits on an Operator network. It facilitates
the early identification of faults by openeir proactively managing nominated Operator
circuits. The WUP Master Plan Plus SLA is provided with a minimum service availability target
of 99.85% on WUP Circuits.

2.1. Sales Process Points Definitions

Order Receipt (OR): the forwarding of a valid order to openeir on a standard order form. The

SLA “clock” begins when the order form is received by openeir.

Order Acknowledgement (OA): the acceptance of an order form by openeir and
acknowledgement to the Operator that the order has been received, the order form is correctly

filled in and is being processed.

Order Validation (OV): confirmation, or otherwise, that an order is deliverable by openeir
within the standards set down in the SLA. Standard order delivery time is in accordance with
the delivery times listed in Table 1. Where appropriate this step shall include a site survey. At

the end of the Order Validation Step four events are allowable:

The order is determined to be within the definition of a “standard” order and a delivery date is

set in accordance with this SLA;

The order is determined to be a “non-standard” order under the allowable exceptional

circumstances set out in Appendix 1;
The order is determined to be a “project” order when it is ordered as part of an agreed project;

Should an Operator request a circuit to be delivered on a date after the calculated Delivery
Due Date (Standard or non-standard or project) then this date shall become the due delivery
date and shall be taken as the standard delivery date for the purposes of SLA compliance

calculations.

Order Forecast (OF): Notification to the Operator of a delivery date of an order that is
validated as “non-standard”. This delivery date shall be taken as the “standard” date for the
purposes of SLA compliance calculations. If new duct/poling and/or fibre build work is

required, then additional charges may apply.
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Delivery Confirmation (DC): prior to the delivery date openeir shall confirm in writing to the
Operator as to whether the delivery date will be met. This will enable Operators to better
manage their customers’ expectations. In the event that the Delivery Confirmation advises that
the Delivery will not be met openeir must advise the Operator of the Revised Forecast Date
(RFD) within three (3) Working Days of the original due delivery date. Should the new delivery
date be in excess of ten (10) Working Days of the previous Due Delivery Date then the

cancellation process may be triggered, otherwise the confirmation process recommences.

The Delivery Confirmation/Reconfirmation shall be considered a single process for Service

Credit calculation purposes.
Delivery of Service: the provision of the purchased service by openeir.
Delivery Notification (DN): date of issuance of a completion notice by openeir to the Operator.

Completion of order: An order is deemed to be completed on dispatch of Delivery Notification
(DN) and working service by the Operator. The Operator has two (2) Working Days to accept
the circuit as completed as specified. At Delivery Notification the service delivery “clock™ is
stopped. If the Operator cannot accept the circuit because it is faulty the “clock” starts again
until such time as the circuit is accepted. If the Operator does not inform openeir of its
acceptance or otherwise of the circuit, it will be deemed to be accepted by the Operator for

the purpose of any SLA penalty calculation.
[1Service Provision: the activation by openeir of the ordered service.

Working Day: 09:00 - 17:00 Monday to Friday excluding public or bank holidays in Ireland.

2.2. Customer Delay

In the event that the Operator delays installation of the WUP for reasons as detailed within

Appendix 1, this will constitute Customer Delay, stopping the SLA “clock”.

Should the Customer Delay exceed 5 Working Days, the SLA “clock” shall be restarted at a
mutually agreed date, to reflect the requirement for openeir to reschedule its work for this

delivery.

A re-forecasted date will be provided as per the sales process points for a new order or earlier

if possible.
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If customer delay dispute arises the dispute will be resolved between the parties and the SLA

penalty credit will be recalculated if appropriate.

Customer Delay Notification will be dispatched to the email address provided with the original

order form.

2.3. openeir Service Level Summary for Sales Process Points and Provision Parameters

The applicable sales process points are outlined in the table below.

Product | OR OA ov OF DDD DC DN RDF DRC

WUP

T T+2 T+17 T+25 Forecast | DD-1 DDD DD+3 | RDF-1

Table 1: Sales Process Points and Provision Parameters

T = order is received by openeir
DDD = Due Delivery Date

Numbers in table refer to Working Days

2.4. Cancellation of Services

2.4.1. Cancellation Fees where due Delivery date is Missed

If an order is not going to be fulfilled on or before the Due Delivery Date (DDD) provided at
validation, then openeir must notify operators at the Delivery Confirmation stage. Openeir
must then provide operators with a Revised Forecast Date (RFD) either at the Confirmation

Stage or within 3 working days from the original DDD.
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If the RFD provided extends beyond 10 working days from the original Due Date (DDD) for
standard Orders and 20 working days from original Due Date (DDD]) for non-standard orders,

the customer has the option of cancelling the order without incurring any cancellation fee.

The customer must cancel the order within 3 full working days of receipt of the Revised
Forecast Date (RFD).

However, if the customer accepts the RFD then the full cancellation fee applies until the RFD is

reached when the above rules will be applied again.

2.4.2. Cancellation Fees at Order Forecast

openeir will waive 50% of the cancellation fee for any non-standard order for which the due
delivery date provided at order forecast is more than 120 days from the day of validation. This
waiver will apply provided the Operator cancels the order within 2 full working days of receipt

of the forecast date.

2.5. Service Provisioning Service Credit Mechanism for a “non-standard” delivery

The Service Provision service credit mechanism for WUP (See Figure 1below] is calculated as a
linear payment of the connection fee which take place for the period between the Due Delivery

Date (DDD) and A. This period is referred to as the “A” days.

After repayment of the connection fee a further linear payment related to the rental per day is

due. This payment is to the value of x% of the payable rental per day, where x is 100.
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Credit
100% Daily Rental
Cumulative Credit
Value equivalent to
| the ConnectionFee____________
OR DDD Time
Figure 1: Non - Standard Delivery Provision Service Credit Mechanism
Note:

OR = Order Receipt

DDD = Due Delivery Date

The value for “A” is defined in the table 2 below.

Service Standard provisioning Days to be added to the due
Time Scale date to derive the “A”
WUuP Forecast Date working days

Table 2:

Service Credit - "A" Days Summary
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2.6. Service Provision: Process Service Credits

Service Provision Process service credits apply when conditions to predefined process
points are not met in the specified time frame. The table below specifies the Service
Credits relating to these processes.

SLA Delivery Service Individual Process Maximum Process
Process Attributes Point Service Credit | Service Credit per
order
Order 1/10Gbit/s
Acknowledgement | Wholesale Un-
€250 €750
contended
Product

Order Validation,

Order Forecast,

Delivery

Confirmation

Table 3: Service Provisioning Process Service Credits for Non -
Com pliance

Failure to meet Delivery Confirmation on one or subsequent occasions will be deemed to fail

one Delivery Confirmation process point.
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2.7. Exemption from Service Credit

openeir performance will be assessed against delivery of all completed orders covered by this
SLA with a due date in the quarter under review, subject to a minimum order volume of twenty

(20) due date WUP circuits during the period.

In the event that order volume for an individual Operator did not reach twenty (20) in the

openeir

Exemption
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