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The present appendix is attached to the
Order-Request N signed between
“GNC-Alfa” CJSC and “ ” on

2010 and is deemed the integral
part of it.

IP Backbone Service provides guaranteed
Service Levels for the following Quality of
Service parameters:

Ownuynipjui npuljh yupuwdtupbph vwhdwinudp b swhnwdp:

Definition and Measurement of QoS parameters.

Ownuynipjul
whywbnidp / Ownuynipjul dwljupnuljp / Service Level
Service item
Zuuwubhnipiniip / 99.5% wluwlwl / per month
Availability
Quplpubph Ynpniun /| <=0.3% (wduwljut vhohti / monthly average)
Packet loss
Mipwugnul / Latency Uhgeht, wmnwpnid-unnugnid/Average RTT
<4 Uy/ms (Zwjwuwmwinid/Intra-Armenia)

Ownunipjui puhwidwb duuht
wnbinkhwugnuup

Stu NMuydwbwgph Zwdbpjus & (Zwdwjunpnh
wowlguwl pupwguljupgp):

Ownunipjui puthwimdubph
nuuwljupgnudp

Ownwjnipjui huwthwtnidubp nuun
twpwuyunynpjut guuwupgynd o
npytu  Yppunhjulub,  dhohtt b gwdp
dwjupnulh pwthwinidubp:

Fault Reporting

See Appendix C (Customer Care Regulation) of
the Contract.

Classification of Service Faults

The service failures should be classified as either
Critical, Medium or Low priority.



Uphunhjuljub dwjuppuyh puthwind
Ujuyhuh pwthwinudp bpwbwlnud E, np
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Uw hwdwlwpgh jud mEutuhjuljwt punype
niubkgnn fiwthwiudwb punpnonidt £ Nuwny bp-
huwyjunnid wyqwsd swnwynipjutt hwdwp, npp
uwluyt mqnbkgnipnit sh gnpénid
dwwnnigynn Ownwjnipjniutbph npuljh Jpu:

Updwquipnid b kujuwjughuyh pupwuguljupg
Snipwpwisinip utnhp, npp tjuwnynid £
Zwdwhnpnh Ynnuhg b wudhgwybu (nisnid
sh qununud, Eipuju £ wpduquiupdwi b

Fujwjughwh htwnbjw) pupugulwupgh:

tujwjughuyh pipugulupg Yphnhljulwi
dujupyuyh puhwitdwi nghyppnud

1. vunph dwquw wwhhg tphnt (2) duddu
nupwugpnid Zwdwhinpnp  jubnkiwugdh
huuinhpp Jbpugubknu twpiwdntwd
gnpénnnipiniutph dwuhte

2. Bpt whuwppnipnitp swpnitwlynid k£ b
wnwowgk] E  «QpEUUL-Uidw»  PLL-h
uwppuynpnidutph jud gwugh wwwndwnny,
Zwdwfunpyp - whwp  E o wwpphpupup
nbkntjugwsé 1huh {JEpphthu dJdwuht, U
«QhEuUh-Ujdw»  ORC-u hp  hbpphlb
JEpyubqunnuljut wpjuwnwipubpht
qniquhbn Jud uwnnpl pdwd
dudwtwljwhwwnyjwuénid whwp k.

w. Spwdwnph wmwpynn  wohiwwnwbpubph
Junpquyhdwlh dwuhtt mEnkynipiniu ykg (6)
dwdyw pupwugpnid,

P Spwdwnph  puwupd  wnbnkiuwnynipniu
wwpynny - wpuwnwbptbtph - jupquifh&wlh
dwuhtt mwubkpynt (12) duddw pupwgpntd,

q. Luwsnpu  (24) dwdju pupwgpnid
wnpwdwnph gpnipjntl unnpuqpyud

"Critical Failure"

This type of failure means that an outage has
occurred, which disables or materially affects all
running services provided by GNC-Alfa CJSC.

"Medium Priority Failure"

This type of failure means that an outage has
occurred, which diminishes or disables some
running services provided by GNC-Alfa CJSC.

"Low Priority Failure"

This is a term defining a failure in the system or
failure to meet the technical specifications in
the Order-Request but the Service is not
impaired.

Feedback and Escalation Procedure

Any fault notified by the Customer which
cannot be resolved at once, shall be subject to
the following feedback and escalation
procedure:

Escalation Procedure for "Critical Failure"

1. Within two (2) hours from notification of a
fault the Customer will be informed regarding
undertaken immediate actions to remedy the
fault.

2. If the malfunction persists and is attributable
to equipment or network parts controlled by
GNC-Alfa CJSC, the Customer will be kept
regularly informed and GNC-Alfa CJSC will, as
developments occur or within:

a. six (6) hours, issue a status report,
b. twelve (12) hours, issue an updated status
report.

c. twenty four (24) hours, issue a written
statement signed by the GNC-Alfa CJSC NOC



«QhEuUh-Updu» OLLC-h Swiiguhta
Qupwywupdwt Ykuwnpnuh ptjwduph fud
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1. Mugph dwquwt wwhhg kg (6) dwdydwm
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w. Spwdwnph wmwpynn  wohiwwnwbpubph
Jupquyhdwlyjh dwuht wnbnkynipniu
nwubbkpynt (12) duddw pupwugpnid

P Spuwdwnph gpnipnitt  unnpugqpud
«QhEuUh-Updu» OLLC-h Swiiguhta
Qupwywupdwt Ykuwnpnuh pijwduph fud
wnbknuluih Ynnuhg punph nusdwt punyph b
dudljbtwnubph JLpwpbpwy puwbsnpu (24)
dudywm nupwugpnid Juad hwonpy
wpfuwnwipwjhtt opdu ulqphtc:

tujujughuyh pipugulupg Swsp
twpuyunynipjui huthwitduwi phyptpnid
1. Zwdwjunpyp  ubnkjuglh  Jutghpp
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Jupquypdwljh dwuhtt wnbknblnipmit Epynt
(2) wpnwwnwupwiht opdw pupwugpnid,

manager or his first representative, on how the
problem will be solved and when results can be
expected.

Escalation Procedure for "Medium Priority
Failure"
1.  Within six (6) hours from notification of
a fault the Customer will be informed
regarding undertaken actions to remedy the
fault.
2. If the malfunction persists and is
attributable to equipment or network parts
controlled by GNC-Alfa CJSC, the Customer
will be kept regularly informed and GNC-Alfa
CJSC will, as developments occur or within:

a. twelve (12) hours, issue a status report,

b. twenty-four (24) hours, or start of next
working day, issue a written statement signed
by the GNC-Alfa CJSC NOC manager, or his
representative, on how the problem will be
solved and when results can be expected.

Escalation Procedure for "Low Priority Failure"

1. Within the following normal working day
from notification of a fault, the Customer will
be informed regarding undertaken actions to
remedy the fault.

2. If the malfunction persists and is attributable
to equipment or network parts controlled by
GNC-Alfa CJSC, the Customer will be kept
regularly informed and GNC-Alfa CJSC will, as
developments occur or within:

a. two (2) working days, issue a status report,
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hEnwjimuwhwdwpubp
Skjuuhjuwlw mbopk®  010-594149- 9904
bS wuopkt 010-594149- 9907
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b. four (4) working days, issue a written
statement signed by the GNC-Alfa CJSC
NOC manager, or his representative, on
how the problem will be solved and when
results can be expected.

If for any reason, the Customer is not satisfied
with the problem resolution or believes that the
problem has not received the adequate attention
within the feedback time allowed, the customer
can escalate to GNC-Alfa CJSC’s higher level of
management by the following schedule:

GNC-Alfa CJSC Management Contacts

Technical Director: Tel.: 010-594149, ext. 9904
IT Director: Tel.: 010-594149, ext. 9907

Sales and Marketing Director: Tel.: 010-
594149, ext. 9988

When contacting GNC-Alfa CJSC, please be
prepared to provide the following information:

- Trouble Ticket number, if assigned, or
your Customer-ID and Link-ID,

- Name, company name, telephone
numbers,

- Date and time of fault occurrence.

Penalty on Not Meeting Service Level
Guarantees

In case, if malfunction period exceeds the
guaranteed service level, the Operator will be
obliged to pay Penalty to the Customer
according to the following Schedule:



Zunnigdwi suhh hmpgunpyh uppbidwi / Schedule of Penalty Calculation

QuphJwsd hwuwbkjhnipmniiup / Measured Zunnigdwi swathp % Swnwnipjui
Availability (a) wduw]&wuphg / Amount of Penalty % of monthly
(% wduwlju / % per month) service fee)
a >99.50% 0%
99.50 %> a =98.50 % 5 %
98.50 %> a =98.00 % 8 %
98.00 %> a = 90.00 % 10 %

10% + wduwy&wnh 1/720-p prwthwindw
mipwpwisnip dudh hwdwp, vwljuyt ny wykjh pub
90 %> a wduwydwph 100% swthp / 10% +1/720 of monthly
fee for every hour of failure, but not exceeding 100% of

monthly fee amount.

Zuwnnignidp ydupynid £ dhuygt Penalty is paid only upon Customer’s written
Pwdwtnpnh Ynnuhg gqpuynp wwhwgh demand, which shall be sent to the Operator
wnluwjnipjut nhypnid, npp whwp & before the 5% date of the month following the
niquplyh Oybpwwnnpht dhsh wnwowgud month during which the failure occurred.

Ypwph wduhtt hwonpnnn wduyw 5-p opp:

Outipwwnnp / Operator 5 NMuwwnyhpwwnnt / Customer
| 2. Supwdwquuit / H. Faramazyan /
Qqluwynp nmbopkt / General Director Qjawnp inbionkt / General Director

Uduwpphi/Date: Uduwphy/Date:



