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SERVICE DESCRIPTION: OPTUS ON-DEMAND CONTACT CENTRE

This Service Description forms part of Optus’ Standard Form of Agreement pursuant to the Telecommunications Legislation.

This Service Description for the Optus On-Demand Contact Centre (ODCC) Service sets out the terms (Service Family Terms and the Service Option Terms) applicable to the:
· On-Demand Contact Centre Service
 SERVICE FAMILY TERMS: OPTUS ON-DEMAND CONTACT CENTRE SERVICE
If there is any inconsistency between the terms of the documents that form the Agreement, they will be interpreted in the following order of precedence: the Standard Pricing Table, the Service Option Terms of the Service Description, the Service Family Terms of the Service Description, the General Terms and the Application, except to the extent of any inconsistency in pricing (in which case the Application overrides the Standard Pricing Table).

1. SERVICE FAMILY
1.1 Service Description

The Optus On-demand Contact Centre (ODCC) service provides you with a scalable cloud based hosted contact centre solution available as a pay per use service. Contact centre agents access the ODCC Service by using any broadband connection, via a URL. Contact centre managers can monitor call and agent status in real time and change call routing or scripting, using any broadband connection to access the contact centre application.

1.2 Optus Group Company

The ODCC Service is supplied by Optus Networks Pty Limited (ABN 92 008 570 330), an Optus Group Company.
2. SERVICE OPTIONS

2.1 Current:

· On-Demand Contact Centre (ODCC) (“Service”)
2.2 Selecting Service Options

Some Service Options can only be provided to you on the basis that you also acquire other Service Options. Service Options which are prerequisites to other Service Options are noted in the Service Option Terms as ‘Related Service Options’. Information on prerequisite Service Options is contained in the Application or as advised by Optus when you lodge the Application
3. RELATED SERVICE OPTION
The ODCC service must be acquired with an Optus Inbound Voice Service.
4. SERVICE FEATURES
4.1 Service Feature Descriptions:

Features of the ODCC service may include (depending on your configuration):

· Inbound skills based routing : route incoming calls to the most appropriate agent or self-serve option, based on call routing rules defined by you.
· Automated outbound dialling ; automated outbound calling to support outbound campaigns, including call scripting and predictive dialling capabilities
· Sophisticated agent scripting ; administrators can create scripts for call agents to use for outbound campaigns, with the script for each call presented to agents presented via the desktop client.
· Campaign management : a management solution for outbound calling campaigns including data management, call scripting, agent management and quality control.
· Online real time and historical reporting : a range of standard real time and historical reports are available from the desktop client,  including agent performance, queue status and call volumes
· Workforce management : online recruiting and training can be provided via the desktop client, and agent rostering provides adminstrators with control of when agents are working and what they are working on. 
· Call recording (with recordings stored online for 1 month) : inbound and outbound calls can be recorded. Any data collected during the call is also associated with the recording allowing very specific call types to be found and analysed.
· Silent monitoring: administrators can silently monitor inbound and outbound calls for quality assurance and training purposed.
· Qualitative and Quantitative management system : Call analysis is implemented with the Qualitative and Qualitative Management System (QQMS) scorecards. You will have the ability to customise competencies and competency groups specific for each call type or campaign.
5. SUPPLY, USAGE AND FUNCTIONALITY
5.1 Service Provision

(a) Your Application will contain your selected Service Option(s), a Target Service Start Date for Individual Services, the charges and any applicable features and characteristics. 
(b) Optus will use reasonable endeavours to meet the Target Service Start Date relating to Individual Services, as set out in the Application, however Optus does not make any warranty, representation or guarantee as to the accuracy of this date. 

(c) The Service Start Date is deemed to be the earlier of when you are notified of activation of the Service or when you accept the first call to the Service from a Calling Party or make the first outbound call from the Service.

6. FAULT REPORTING 
6.1 Fault Reporting

(a) As soon as you become aware of any Fault in the Service, you must report that Fault to Optus by telephoning the number notified to you by Optus from time to time. The number will be available 24 hours a day, 7 days a week.

(b) Before reporting a Fault to Optus, you must take all reasonable steps to ensure that the Fault is not attributable to an Excluded Event or to a fault in any of your equipment If Optus determines that the Fault is attributable to an Excluded Event, Optus may charge you for reasonable costs incurred in the investigation of the Fault, and if you require Optus to rectify the Fault attributable to the Excluded Event.
(c) Fault Restoration Targets are measured from the time that the Fault is either reported to Optus pursuant to clause 6.1(a), or Optus becomes aware of the Fault. The Fault Restoration Target for Critical Faults is 24 hours. The Fault Restoration Target for all other Faults is before the end of the next Business Day.
(d) Where Optus determines that the Fault is an Excluded Outage, Optus will restore the Service as soon as is reasonably practicable. The Fault will be rectified when Optus notifies you that the Excluded Outage has been resolved.
(e) Where Optus determines that the Fault is a Service Outage, Optus will use reasonable endeavours to restore the Service in accordance with the Fault Restoration Targets. The Fault will be rectified when Optus notifies you that the Service Outage has been resolved. Optus may notify you via telephone call, voice message, fax, e-mail or text message.
7. Service Charges
Your Application will include one off and recurring charges for the ODCC Service, and the call charge rates for individual domestic Call Types.  Unless otherwise specified in your Application, rates for International Long Distance calls and calls to Special Services are as set out in the Optus Evolve Voice, Evolve Directline & Outbound Voice Standard Pricing Table.
8. RELEVANT APPENDICES
8.1 For the purposes of the definitions see also Appendix A – Charging Zones and Appendix B - Zones with Fixed Charge Access to Non-Adjacent Zones each as amended from time to time, located at: http://www.optus.com.au/business/sfoa.
9. SERVICE SUSPENSION

9.1 Optus may suspend or limit the Service where you or a Calling Party uses the Service for a Prohibited Purpose.

10. CANCELLATION FEE
10.1 Where your Service or Individual Service is cancelled during the Committed Term and a Cancellation Fee is payable under the General Terms, you will need to pay us an amount equal to the net present value of:

(a) the profit component of all amounts that would have been payable in respect of the monthly recurring charge for the relevant  Individual Service for the remainder of the Committed Term from the date cancellation takes effect; plus
(b) all amounts that will be incurred by Optus as a result of the cancellation; plus
(c) any unavoidable third party costs that will be incurred by Optus, in respect of the relevant Individual Service for the remainder of the Committed Term from the date cancellation takes effect; 
unless a different formula or a specified amount is otherwise expressly provided in the Standard Pricing Table or your Application.

11. OPTUS OBLIGATIONS AND REQUIREMENTS

11.1 Optus is entitled to conduct Routine Maintenance without prior notice to you, in accordance with the following conditions:

(a) Optus requires outage windows to be available for Routine Maintenance from 2am to 6am every Monday morning, to be used at the discretion of Optus (“Outage Windows”);
(b) the target maximum impact to the Service during each Outage Window if used for Routine Maintenance is 10 minutes; and
(c) the maximum total outage to you due to Routine Maintenance conducted during Outage Windows for any calendar month is targeted to be no more than 30 minutes.

12. YOUR OBLIGATIONS AND REQUIREMENTS

12.1 In using the Service, you must:
(a) comply with any rules imposed by any third party whose Content or services you access using the Service or whose network your data traverses; and
(b) not infringe any person's intellectual property rights (such as by using, copying or distributing data or software without the permission of the owner).
12.2 If you use a security password facility to request changes to the service configuration, you are responsible for maintaining the security of the password, and Optus will have no liability for any Loss suffered by you arising out of the use of the password, whether or not that use is authorised by you.:
12.3 You acknowledge that:
(a) the Service relies the supply of third party Supplier Network services;; and 

(b) Optus does not exercise any control over, authorise or make any warranty regarding:

(i) your right or ability to use, access or transmit any content (whether error-free, in time, or at all) using the Service;

(ii) the accuracy or completeness of any content which you may use, access or transmit using the Service;

(iii) the consequences of you using, accessing or transmitting any content using the Service, including without limitation any virus or other harmful software.

12.4 As the supplier of a technology platform that enables telemarketing services, Optus has implemented processes and procedures to ensure compliance with the relevant Laws including the Do No Call Register Act. Details relating to data washing services and Caller Line Identification information are available from Optus.
12.5 ODCC utilises encrypted digital voice call recording, securely storing voice calls online for one month and after which they archived off line unless otherwise requested. You are required (where applicable) to be aware of the technical and procedural security requirements relating to compliancy of the Payment Card Industry Data Security Standard (PCI DSS).

1. DEFINITIONS

Terms not defined in these Service Family Terms are as defined in the General Terms, unless inconsistent with the context. 
Access Line means a line or link, and ancillary facilities, over which the Service is delivered, connecting a telephone or other equipment to a local exchange of a Supplier.
Appendix A or Appendix B means Appendix A – Charging Zones and Appendix B - Zones with Fixed Charge Access to Non-Adjacent Zones each as amended from time to time, located at: http://www.optus.com.au/business/sfoa.
Call Type means any one of the following call types; Call to Mobile; Local Call; National Long Distance Call, International Long Distance Call or Nail-Up Call. 

Calls to Mobile means a call from an Access Line within Australia to an Australian mobile digital phone number. 
Calling Party means:

(a)
a lessee of the Access Line or mobile phone; or

(b)
a user of a payphone,

from which a call to the Service was made.
CLI means Calling Line Identification.
Critical Fault means a fault that renders the Service unusable, or any fault which poses a hazard to the safety of your or Optus’ employees or contractors or the public in general;;

Excluded Event means a breach of the Agreement by you, an act or omission of you or any of your Personnel or an End User, or a failure of your equipment.

Excluded Outage means Scheduled Maintenance, Routine Maintenance, Service Degradation, Excluded Event and or Force Majeure Event. 

Fault means a Critical Fault, Major Fault, or Minor Fault;

Fault Restoration Targets means the fault restoration targets for restoring a Service Outage or a Service Degradation 

Force Majeure Event affecting a party means any event outside that party’s reasonable control, and includes failure or fluctuation in any electrical power supply, failure of air conditioning or humidity control, electromagnetic interference, fire, storm, flood, earthquake, accident, war, labour dispute (other than a dispute solely between that party and its own Personnel), materials or labour shortage, the change or introduction of any law or regulation (including the Telecommunications Legislation) or an act or omission of any third party or any failure of any equipment owned or operated by any third party (including any Regulator, but excluding a Subcontractor).

International Long Distance Call means a call from an Access Line within Australia to a number outside Australia. 
Local Call means a call made where: 
(a) the calling party and the called party are both located in the same Charging Zone;

(b) the standard Charging Zone in which the calling party is located is adjacent to the standard Charging Zone in which the called party is located; or

(c) the Charging Zone in which the calling party is located has designated local call access to the Charging Zone in which the called party is located.

A list of Charging Zones and their adjacent Charging Zones are set out in Appendix A.  A list of Charging Zones that have designated local call access even though they are not adjacent standard Charging Zones are set out in Appendix B. 
Major Fault means a partial loss of a service, or a fault that render the service impaired but still useable. 
Minor Fault means:

(a) anomalies in performance;

(b) non-service effecting alarms; or

(c) general technical queries on the Service.

Monthly Recurring Charge means the monthly reoccurring charges paid for the Committed Term of the Agreement based upon your selected individual pricing plan as set out in the Application.

Monthly Service Charge means the aggregate monthly amount payable for the Service (regardless of your usage).

Nail-Up Call means a call made from the On-demand Contact Centre service to the agent’s PSTN telephone during the initial agent login stage that is held or ‘nailed-up’ in order for the agent to accept and release call centre calls over the login session timeframe.

National Long Distance Call  means a call from an Access Line within Australia to an Access Line elsewhere in Australia that is not a Local Call. 
Other Charges means any other charges payable by you as set out in the Application.

Prohibited Purpose means, in respect of a Service which can be accessed from places outside Australia, a use of the Service which is prohibited in a place from which callers can make calls to the Service.

PSTN means Public Switched Telephone Network.
Related Service Options means those Service Options that are pre-requisites to obtaining the relevant Service;

Routine Maintenance means maintenance conducted on the Optus Network during the Outage Windows.

Scheduled Maintenance means any maintenance Optus deems necessary as notified to you by Optus from time to time that is carried out between 11:00pm and 7:00am Australian Eastern Standard Time and does not include Routine Maintenance.

Service Description means the Service Family Terms and Service Option Terms applicable to the ODCC Service.
Service Degradation means any degradation in the availability and/or performance of the Service that does not render the Service unusable or significantly affect the operation of the Service. 

Service Family Terms mean the terms set out in this Service Description. 

Service Interface means an internationally compliant standard interface for connection at each Service Delivery Point.

Service Options means the available service options identified at the beginning of this Service Description.

Service Option Terms mean the terms applicable to each Service Option as set out in this Service Description.

Service Outage occurs when there is a loss of connectivity over the Optus Network solely caused by Optus' act or omission and that is not an Excluded Outage. 

Target Service Start Date means the date requested by you and/or estimated by Optus and agreed between the parties, as the target date on which the service is intended to be activated and supplied to you, as specified in the Application.
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