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. Service Coverage
* The proposed service coverage is 24 hours a day /7 days a week.

+ The Services can be addressed at the second party’s premises and /or first party’s
premises. The response time will be classified as such:

o Within a maximum period of two (2) hours after receiving notification by
telephone or email to act on reported cases within Beirut district and use
its efforts to investigate and correct each error reported; or

o Within a maximum period of four (4) hours for cases outside Beirut
district, and use its efforts to investigate and correct each error reported.

» The Services can be addressed at the second party’s premises and /or first party’s
premises. Response can be done remotely through a phone call, or via an onsite
visit intervention, if needed.

« If the first party provides a temporary procedure or “workaround” in response to
a problem, this shall be acceptable if it reduces the severity of the problem. The
problem then shall be treated according to the reduced severity in accordance
with the second party.



1. Scope of Support Services

+ The support and services provided under this maintenance agreement will be
rendered as mentioned in this section of this contract.

+ To investigate a problem the first party will decide to visit the Supported
Customer’s site based on its evaluation of the problem.

+ Support means providing the following assistance to Supported Customers:

o Providing necessary actions to troubleshoot and fix Service outages and

misbehavior on equipment covered under this agreement.

o Hardware replacement subject to terms and conditions.
Providing minor I0S/0S upgrades for equipment covered under this
contract in order to solve a reported problem by the second party.
Nevertheless, the first party will decide in coordination with the second
party, whether the reported problem requires an upgrade or not; and

o Tracking and monitoring the resolution of support calls

O

+ The reported problems and technical queries are treated according to the below
classified severity levels:

Severity 1 The customer’s existing service or environment is down
(S1) or there is a critical effect on their business operations.
Severity 2 Operation of a customer's existing platform or
(S2) environment is severely degraded, or significant aspects
of customer’s business operations are negatively affected
Severity 3 Operational performance of the service or environment
(S3) is impaired, although most business operations remain
functional
Severity 4 Information is required on platform product capabilities,
(S4) installation, or configuration. There is little or no effect

on business operations

Whereas Severity 3 (S3) and Severity 4 (S4) can be reported by telephone or
email; Severity 1 (S1) and Severity 2 (52) must be reported by telephone in
order to ensure they are attended in a timely and prompt manner. The second
party shall provide at all times a clear description of the problem together with
any other information which the first party reasonably requires.

+ The first party shall provide a detailed visit report (intervention sheet) to the
second party after each support visit. The report should state the details of the
visit (description and resolution), which should be signed by both parties.



TR-69 platform - Support Renewal Technical Specs

Item Description

Annual Warranty and Support for TR-069 Axiros Platform

Annual Warranty and Support for TR-069 Integration Platform

Professional Services for device onboarding and of CPEs with TR-69 platform.

Carry out support and integration tasks irrelevant to ONT/CPE manufacturer

Ul

Supporting all existing and future OGERO ONTs/CPEs and irrelevant manufacturer and must support all WAN access types
(ADSL, VDSL2, FTTH/Ethernet, GPON, LTE).

Open API support for back office.

Supporting multi-service CPEs.

Support Zero touch provisioning system.

[Yo]

Support the full lifecycle of TR-069, and legacy devices from deployment to bulk firmware updates to replacement without
relying on device delivery to customer

10

Support Rule-Based CPE Management

1

[N

Support CPE group management and bulk operations

12

Support in roll-out of new services and bundles with next-generation devices. Enable services such as High speed internet,
parental control, VoIP, IPTV, POTs and the Internet of Things (loT).

13

Supporting in modification of ACS Graphical User Interface or portal.

14

Support a flexible, powerful and smart search mechanism that allows the operator to easily find all the devices managed by
the ACS that comply with a certain set of criteria. The Search mechanism defined above must allow the operator to combine
different search criteria into one search rule to which the target devices should comply.

1

ul

Upgrade TRO69 system software to the newest version.
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