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(1) 38,

Inter-Operator “Dispute Resolution & Escalation Process”

Service Level Agreements

One SLA between the NPC and each party connected to the NPC
stipulating that each party undertakes to adhere to the fimers as outlined
in the MNP Directives, the NTRA Operators’ Guide and the Giza Process
and Timers documents.

One SLA between the NPC guaranteeing the service of the NPC to the
operators (see separate document: Giza-NPC-Helpdesk Guide Issue 2 Rev
C.doc).

One SLA between the operators (this document) outlining the turn-around
times for escalations and responding to escalations.

MNP Single Point of Contact

Each operator should establish “MNP Support Team” to handle MNP
complaints, issues and problems between the operators and to act as a
Single Point of Contact (SPOC) for MNP issues between the operators

Even though there might be a multitude of MNP issues (technical,
authorization, commercial etc) the MNP SPOC should act as the only
interface for escalating MNP issues between operators.

o If operator A has an issue with operator B, operator A’'s MNP SPOC
escalates the issue to operator B's SPOC, no matter the issue (be it
technical, authorization, fraud, commercial as long as it is MNP
related).

o Itis then operator B's SPOC’s responsibility to track down the
required resources within operator B to resolve the issue and
subsequently revert with an answer to operator A

o All this work will be regulated by SLAS
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» The MNP SPOC functions should be a dedicated function within each
operator and be fully operational during 10h00 - 17h00

» The respective operators’ SPOC contact information for escalation level 1
as well as for SPOC Managers contact

MNP SPOC Contact Information (escalation level 1)

Operator E-Mail Phone Mobile (back-up) Fax

Etisalat

Orange

Vodafone

MNP SPOC Manager Contact Information (escalation level 2)

Operator E-Mail Phone Mobile Name

Etisalat

Orange

Vodafone
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Escalation Paths

» |f a MNP related issue occurs between two operators (e.g. Donor rejects a
NPR on the basis that the subscriber has not spent 12 months as a
customer, but the Recipient argues that the subscriber has), the party
wishing fo report the issue must no matter the nature of the issue make use
of the MNP SPOC function, which will contact the other party’s MNP SPOC
by means of:

o E-mail to the other party’s MNP SPOC
o While also sending a copy to a neutral mailbox at NPC/NTRA

o In addition each operator will also avail a telephone number (hunt
line / queue) to be used for confirmations / clarifications etc

» The Responding party’s MNP SPOC must:

o Within 30 min confirm the reception of the e-mail to the other party,
and

o Within 16 business hours resolve and respond to the issue
(SLA level 1)

» |f the complaint is not solved within SLA level 1, the issue will be escalated
to MNP Team Manager and from here it must be solved within 2 business
days (SLA level 2)

» |f the complaint is not solved within SLA level 2, the issue will be escalated
to NTRA and from here it must be solved within 2 business days (SLA level
3)

Special exception case

e |In case an operator does not respond to a RFS by confirming that the
routing has been updated, the Recipient will find out through the NP
Activated Status message sent from the NPC.

¢ The Recipient will then contact the operator which has not yet
updated the routing, and for this issue the SLA should instead be 60
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minutes. (TBC)

e Escalation for this type of exception cases, should be through a
specialized e-mail with a predefined subject line (TBC)

MNP SPOC Coordination
= Monthly reports

o The NPC will provide the operators with monthly MNP statistics. The
reports should ideally include a monthly average of failures /
breaches of SLAs which are to be discussed between the MNP
SPOC Managers and/or their representatives at their bi-weekly /
monthly meetings

» Bi-weekly / Monthly meetings between MNP SPOC Managers

o The MNP SPOC Managers / Team Leaders and/or their
representatives of each operator shall after the implementation of
MNP, meet a minimum of once a month (unless otherwise agreed
by the SPOC Managers / Team Leaders) to review the porting time
statistics, errors committed, any unresolved issues, typical issues
which arise and how they can be avoided in the future.
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