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Relates to any customer copmlaint not related to billing that results in action by the operator
(e.g.apology,refund etc)
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Percentage of billing complaints resolved within 5 working days
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Beneficiaries perception of basic, data, international and all other services
provided under the license should be completed through third party surveys

every quarter from 12 months after the Effective Date
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The service provider shall submit the performance monitoring reports on
the QoS benchmarks for all the parameters in the format as decided by the
Authority on Quarterly year after 12 months from the effective date
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The licensee shall report to TRA any major breakdown that exceeds duration
of one hour on critical network elements such as Gateways, Switches, SDH
transmission systems and Submarine cables etc . that could have a serious
effect on the Quality of Service. The licensee shall notify the Authority on
restoration of such breakdown.
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The licensee shall gain the approval from TRA on the Service level agreements
on Quality of Service issues between the licensee and other service providers
/ Telecom beneficiaries with respect to the leased circuits
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Public Data Service
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completed within 10 working days
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Percentage of orders for access lines in the Served Areas
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Relates to any beneficiaries copmlaint not related to billing that results in action by the operator
(e.g.apology, refund  etc)
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International voice services
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Public Payphones
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Submarine Cables Service
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Terrestrial Cables Service

asa)t Gldlate

5 .

dadt|

744,96

SIEPL (FUPPSRE PPWES (UYL P I

Availability

dont! (6 gt LB LA s

Aol (g giwe ABLATI O phie

Parameters according to SLA

(AAR) scalt dca p 31 3oy oot |
-84 -



JLai¥! SlBlay Aeds
Calling Card Service
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Satellite Telecommunications Service
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Broadband internet
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Private Telecommunication’s services
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Leased line services (national and international)
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Wireless broadband access service

Aot

EPL (FEPCSRE PPN [PIIFATIIC YV WS (F R PO

Radio Network Availability

A )3 ¥,0 [y Juad]

[PRUrPr N PR FAPRES PP [ PRESE P WA (FA PRER P-4 PPNt
Learzn Olagus IMS o @ OF o ¢ pad ;1 cor god Lgandl @i 3
GAaal! gyl (po 1 pgd pie 1 day G py ulul e e cIls B,k

s 3 Ol paad
Customer perception of basic . data . international and all
other services provided under the license should be completed
through third party surveys every quarter from 12 months
after the Effective Date
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