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1. PRINCIPLES 

1.1. Each Party will maintain its own Network Operations Centre (NOC) which will be 

responsible for handling any faults between networks, coordinating fault 

clearance (including escalations) within its own Network and subsequently 

reporting the clearance of all faults to the other Party. 

1.2. Each Party will provide contact points for fault reporting available twenty-four (24) 

hours per day, seven (7) days per week and all Days in each year. 

1.3. Contact details for the twenty four (24) hour contact point to which to report 

faults by each Party will be provided in the format as illustrated in Table 1 below.  

VIVA’s contact details are provided in Table 1 below. 

First Level Fault 

Contact 

Name:  Network Operations Center 

Phone: 34011647, 33010998 

E-mail: noccore.c@viva.com.bh 

Second Level Fault 

Contact 

Name: Network Service Center 

Phone: 34011643, 34011645 

Email: noctxn.c@viva.com.bh 

Third Level Fault 

Contact 

Name: Omar Malik  

Phone: +973 33011040 

Email: mmalik@viva.com.bh 

Table 1 : Points of Contact 

1.4. A Party detecting a fault which may affect Interconnection Services will endeavour 

to inform the other Party immediately in writing (and in any event within fifteen 

(15) minutes), regardless of the nature and ownership of the fault and of the fault 

reporting procedure outlined below. 

2. FAULT CLASSIFICATION 

2.1. Faults are classified in the following manner: 

mailto:noccore.c@viva.com.bh
mailto:mmalik@viva.com.bh
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2.2. A Service Affecting Fault is a fault which may cause service interruption to 

Subscribers when interconnected Voice Calls or Messages conveyed between the 

Networks encounter difficulty in completion. 

2.3. A Non Service Affecting Fault is a fault which does not adversely affect the Voice 

Call or message handling capacity of the Network to complete the interconnected 

Voice Calls or Messages. 

2.4. A Critical Fault is a Service Affecting Fault where call processing or traffic handling 

is halted in some manner by the failure.  The condition that exists when a 

complete network element is inoperable and out of service resulting in service 

degradation and direct loss of revenue.  Specific performance criteria are: 

• No call handling possible; 

• A loss of 100% of service availability of any particular network 

element. 

2.5. A Major Fault is performance affecting where there is some adverse impact on 

system performance affecting the quality of service on traffic handling.  The 

condition that exists when one or more major components of the network 

elements are not working properly, but the Network can continue to be used.  The 

inoperative component of the relevant network element may restrict operations; 

but has a less critical effect than a Critical Fault condition.  Specific performance 

criteria are: 

• A loss equal to 25% or more, but less than 100% of service 

availability of any particular network element; 

• No OMC surveillance function available. 
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2.6. A Minor Fault is a non-service affecting Fault where proper system operation has 

been observed.  The fault identified is something that should be corrected, but can 

be tolerated for a longer period of time.  These problems will usually be corrected 

during the next preventive maintenance routine.  They result in no loss of network 

capacity and have no service impact.  Such conditions exists when one or more 

components of the network elements are not working, but the Network can 

continue to be used.  The inoperative component of the network element may 

restrict operations, but has a less critical effect than a Major Fault condition.  

Specific Performance criteria is: 

• A loss of less than 50% of the effective capacity of a complete single 

network element. 

2.7. When a Party reports a fault to the other Party, they will specify the classification 

of the fault reported, i.e. whether it is Service Affecting or Non-Service Affecting.  

They will also exercise their expert judgment and discretion and agree upon 

whether a Non-Service Affecting fault will eventually develop into a Service 

Affecting fault. 

3. FAULT REPORTING PROCEDURE 

3.1. Each Party shall report any detected fault affecting the other part  as defined in 

1.4, whether in its own Network or in the other Party’s Network to the other 

Party.  Each Party’s NOC shall maintain a unique set of log numbers which it 

exchanges with the other Party’s NOC whenever a fault is reported by either Party. 

3.2. Once a fault is reported, the Parties will decide who will take responsibility for 

clearing the fault. 

3.3. Each Party shall, where necessary, promptly cooperate with the other Party in 

investigating, finding, isolating, and clearing network faults affecting 

Interconnection Services. 
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3.4. A fault is considered cleared when the Party responsible for it informs the other 

Party that the fault has been rectified and the other Party has verified this. 

3.5. All faults will be reported using the fault report form provided in Attachment 1 of 

this Annex I and transmitted to the other Party by email to the designated Point of 

Contact (see Clause 1.3 above). TRA will be informed of any major, critical or faults 

through QOS@tra.org.bh and to be copied in any updates or progress. 

3.6. The fault report will include sufficient information to allow the recipient(s) to 

identify the fault, carry out diagnostics and progress the fault to restoration. 

3.7. Once in receipt of the fault report, the Receiving Party will endeavour to identify 

the fault and respond to the reporting Party within the timeframe agreed in this 

Annex I, indicating in the fault response section of the form: the date and time of 

response, whether the fault has been identified, whether it accepts ownership of 

the fault and whether it is deemed service affecting or not. 

3.8. Both VIVA and the Other Licensed Operator will respond to a fault report in 

accordance with the Escalation Timescales detailed in this Annex I (see clause 4.4 

below) . 

3.9. The fault report will be returned to the designated twenty four (24) hour contact 

point, unless otherwise specified on the form. 

3.10. The owner of the fault will assume responsibility for restoration. 

3.11. VIVA and the Other Licensed Operator will cooperate in any investigation and 

follow-up actions and keep each other informed on the status of the progress of 

the fault clearance in a timely manner. 

3.12. Once the fault has been repaired, the Party in receipt of the initial fault report will 

complete the fault closure section on the form and return it to the reporting Party. 

3.13. The fault will be considered to be cleared when the Party who initiated the fault 

report has accepted the fault clearance information and the observation period of 

three (3) to ten (10) hours is elapsed. 

mailto:QOS@tra.org.bh
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4. FAULT ESCALATION  

4.1. Where a fault persists and the Parties to the Interconnection Agreement agree 

that progress of the remedy is not satisfactory, the fault may be escalated 

according to the fault escalation timescales and escalation reporting levels as 

provided by both Parties in the format shown in Table 1 in Clause 1.3 in this Annex 

I. 

4.2. The reporting Party will immediately inform its own first level of escalation at the 

same time as notifying the fault reporting point of the other Party for action. 

4.3. VIVA and the Other Licensed Operator will report on the progress of the 

restoration work. 

4.4. VIVA and the Other Licensed Operator will use the timescales shown in Table 2 as 

guidelines for the fault escalation process.  The timescales will be used in deciding 

whether the restoration of a fault is being progressing satisfactorily.  If the 

escalation time has expired and both Parties are satisfied with the progress of the 

fault restoration, no immediate escalation is necessary. 

Fault type Maximum Time before Escalation 

First Level Second Level Third Level 

Critical Within 30 

Minutes 

1 hour   2 hours  

Major Within 30 

Minutes 

3 hours   6 hours 

Minor Within 30 

Minutes 

Within 8 hours 

(24 hours) 

2 days 

Table 2: Escalation Timescales 

4.5. All requests for escalation will be notified through each Party 's fault reporting 

point. 



 

 
 

        VIVA Bahrain RIO 
Issue:  RIO Version 1.0              Page 8 of 10 9 June 2016 

 
 

4.6. Persistent faults or issues which cannot be resolved satisfactorily through the 

normal channels will be escalated to the second level to expedite the fault 

clearance process. 

5. TARGET REPAIR TIMES  

5.1. Repair times are dependent on the nature of the fault. 

5.2. The target repair times for these fault classifications are shown in Table 3 below. 

 

Fault Severity Critical Major Minor 

Target Repair Time 4 Hours 12 Hours  72 Hours 

Table 3 : Repair Times 

5.3. When a fault has been reported and both Parties agree that the fault is Service-

Affecting in accordance with the terms this Annex I, VIVA will address Service-

Affecting Faults as priority. 

6. REVIEW AND UPDATE  

6.1. The Fault Management procedures stated in this Annex I will be reviewed 

periodically by VIVA after consultation with the Other Licensed Operators and 

updated as appropriate subject to technical and operational capabilities. 
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