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1. About this service description
(a) This is the service description for the Optus IP Phone Express Service.

(b) Your agreement with us for the supply of the service is made up of:

(i) your application; 

(ii) the SMB terms; 

(iii) this service description; 

(iv) the standard pricing table; and

(v) the appendices.

(c) You may obtain a copy of the latest version of the SMB terms, service description, standard pricing table (small or medium business customers) and appendices from us or on our website: www.optus.com.au/standardagreements.
(d) Where you may be charged a fee or charge, then this fee or charge is set out in the standard pricing table (small or medium business customers). Please check the standard pricing table (small or medium business customers) carefully to see what fees or charges apply to your use of the service.

(e) The meaning of the words printed like this is set out at the end of this service description or in SMB terms.

2. The service
2.2 What is the service?

(a) The service allows you to make calls and receive calls using our network, via a voice over IP service connected to our network, from a phone located at your premises or a soft phone. The service also allows you access to a range of other telephone services, including a standard telephone number, a directory listing, provision of directory assistance and operator services and other enhanced calling features.

(b) In order to connect to the service, you must connect or be connected to a broadband service with enough available bandwidth to support the service. The service requires 64kbps downstream and 64kbps upstream in order to operate. This broadband service can be supplied by us or by another internet service provider. 
You should check the terms of your agreement with us or your internet service provider for the supply of these services, as the terms of your agreements with us or your internet service provider for the supply of these services will also apply.

(c) For technical reasons, the service is not compatible for use with some services such as facsimile, EFTPOS machines or monitored alarm systems.

2.3 Who supplies the service?

The service is supplied by the Optus group company set out in the table below and will depend on how we provide the service to you.

	How is service provided?
	Who supplies the service?

	over the Optus DSL, Optus Cable 

or Optus NBN network
	Optus Internet Pty Limited

(ABN 14 083 164 532)

	over the Optus DSL Direct network 
	Optus ADSL Pty Limited 

(ABN 17 138 676 356)


2.4 Coverage

(a) The service is not available at all locations or premises.

(b) Where the service is available at your location for technical and commercial reasons, we may choose not to supply the service to you.
2.5 What do we provide as part of the service?
We will provide you with:

(a) the required equipment you order from us in your application. A price list of the required equipment is available on request or at www.optusbusiness.com.au/ipphoneexpress
(b) a self-installation kit,

(c) any additional service features you have selected, and

(d) access to Customer Service (see clause 11 below).

2.6 Required equipment

(a) To access the service you must have the required equipment.

(b) You may choose to purchase the required equipment from us. Alternatively, you may choose to supply some or all of the required equipment yourself. If you do supply some or all of the required equipment yourself, it is your responsibility:

(i) To ensure that such equipment is compatible with the service; and

(ii) To operate, maintain and carry out any repairs to such equipment. 

(c) If we make a service call at your request and there is no fault with the required equipment that has been supplied by us, we may charge you a service fee.

(d) You may only access the service using equipment approved by the Australian Communications and Media Authority.

2.7 Warranties

(a) In addition to your statutory rights as a consumer, we provide the warranty period with equipment we supply to you at no extra cost. The warranty period does not apply where you have supplied your own equipment.

(b) If you notify us of a fault with the required equipment we have supplied to you within the warranty period, we will, at our option, repair, replace, or provide credit for the faulty item at no cost to you. If we do not find a fault, or if the fault was caused by:

(i) any equipment which is not Optus owned equipment (such as your computer),

(ii) any interference caused by an intervening event, 

(iii) any interference with or modification to this equipment or a failure to use it in accordance with instructions, or

(iv) damage caused by you
then we will charge you for the repair or replacement, including associated shipping, handling and/or service call fees. 

(c) Outside any warranty period, the maintenance of the required equipment we have supplied to you is your responsibility. If we replace that equipment, we will charge you a fee, including associated shipping, handling and/or service call fees.

3. Connecting to the service 
3.8 What needs to happen so that you can connect to the service? 

(a) In order to connect to the service, you must 

(i) connect or be connected to a broadband service with enough available bandwidth to support the service. The service requires 64kbps downstream and 64kbps upstream in order to operate. This broadband service can be supplied by us or by another internet service provider.

(ii) be the account holder of the access line to be used to connect to the service; and

(iii) either 

(A) install the required equipment; and/or

(B) download the Optus soft phone.

(b) we need to activate the service
3.9 The self-installation kit
(a) Instructions on how to install the service are available from www.optusbusiness.com.au/help or as set out in the self-installation kit. We will deliver a self-installation kit to you. You are responsible for installing the required equipment and/or downloading the Optus soft phone.
(b) We will use best endeavours to deliver the self-installation kit to you by the service start date. Subject to clause 10.3 of the SMB terms, we will not be liable to you for any loss suffered by you if you do not receive the self-installation kit by the service start date.

(c) You are responsible for integrating your network and/or your equipment with the service. For example, you may need to install additional wiring and/or reconfigure your data network equipment.

3.10 Disability Action Plan

We offer a range of specific services for people with disabilities consistent with our Disability Action Plan. This plan is available on our website at www.optus.com.au/disability or by contacting Customer Service. You should note that TTY machines cannot be used with the service.
4. Service charges
4.11 What does the cost of the service depend on? 

The cost of the service depends on:
(a) the pricing plan you select (see standard pricing table (for small or medium business customers)),

(b) your use of the service (including, for example, length of call, time and day of call, destination of call and call type, and your use of any enhanced service features), and

(c) any changes you make to your pricing plan, the enhanced service features you use or acquire and if you accept the terms of a special.

4.12 Can you change your pricing plan?

You may change pricing plan:
(a) if your current pricing plan allows you to change, and

(b) if you meet the eligibility criteria of the pricing plan to which you are wanting to change (for example, some pricing plans require you to have both local and long distance services with us).

5. Phone numbers 
5.13 How do you obtain a phone number?

If you do not already have a phone number for use with the service, we will issue you a phone number. 

5.14 How are phone numbers issued?

(a) All phone numbers are selected, issued and used by us in accordance with the Australian Communications and Media Authority's Numbering Plan and Telecommunications Numbering Plan Number Declarations (numbering regulations). 

(b) For an additional charge, you may apply for a specific phone number.

5.15 Can we change your phone number? 

(a) We may be required to recover or recover and replace a phone number we have issued you in order for us to comply with the numbering regulations. 
(b) We will give you as much notice as is reasonably practicable if we have to do this.

5.16 Who owns the phone number?

(a) You do not own the phone number and your right to use the phone number starts when we issue the phone number to you.

(b) Your right to use the phone number ends if you no longer obtain the service unless you transfer your phone number (see clause 6 below). 
(c) If you stop obtaining the service and do not transfer your phone number, we may issue your phone number to another customer in accordance with the numbering regulations. 
5.17 Our liability to you in respect of phone numbers

We are not liable to you for any expense or loss incurred by you or your business due to:

(a) any recovery or recovery and replacement of your phone number under clause 5.3(a) above, or

(b) you ceasing to have the right to use your phone number under clause 5.4 above.

6. Transferring your phone number 
6.18 Transferring from another carrier or carriage service provider

(a) You may be able to transfer a phone number you have obtained from another carrier or carriage service provider when you connect to the service. 
(b) We will not charge you a fee for transferring a phone number from another carrier or carriage service provider. However, before you transfer your phone number from another carrier or carriage service provider you should confirm the terms of your agreement with that carrier or carriage service provider, to determine what consequences, if any, there are when you transfer your phone number (including, for example, a fee for transferring or any early cancellation fees).

(c) When you transfer your phone number to us, there may be a brief period when the service is interrupted. 
6.19 Transferring from us to another carrier or carriage service provider

(a) You may be able to transfer your phone number to another carrier, or carriage service provider by request with that carrier or carriage service provider. However, this is not always possible and you may lose your phone number. 

(b) We may charge you a fee to transfer your phone number to another carrier or carriage service provider.

(c) You must not cancel the service before you transfer your phone number. The carrier or carriage service provider to which you have transferred your phone number will inform us that you have transferred your phone number and we will cancel the service.

(d) You can only transfer your phone number. You may not be able to transfer any enhanced call features.

(e) You may only transfer a phone number for which you are the authorised customer.

(f) If you transfer your phone number to another carrier or carriage service provider, any DSL or spectrum service associated with the service may be disconnected.

7. Quality of the service 
(g) The quality of calls made using the service may be affected by other traffic on the network. 
(h) Calls made using the service count towards the broadband data usage allowance for your DSL Service. If your DSL Service is speed limited, the quality of the service will be severely degraded and, in some cases, will not work.

(i) In the event of a power failure or network outage, you will not be able to use the service to make or receive calls, including, for example, to emergency services.
(j) In the event of a power failure or network outage, we also recommend you ensure you have an alternative means to make calls (such as a charged up mobile phone).
(k) If you use the service to call emergency services (000), you must inform the operator of the street address of the location from where you are calling.
8. Enhanced calling features
(l) The service offers a range of optional enhanced calling features. These are set out in Attachment 2. 

(m) Certain enhanced calling features that are available with other Optus local telephony services may not be available with the service. Attachment 2 will tell you if a particular enhanced calling feature is not available with the service.

9. What happens if your required equipment or your username is lost or stolen? 
(n) We are not responsible if your required equipment or any username or password you use in connection with the service is lost or stolen. 

(o) You must notify us as soon as possible if your required equipment or your username/password is lost or stolen. 
(p) You are responsible for all charges incurred using the lost or stolen required equipment or your username/password up until the time you notify us that your required equipment or your username/password has been lost or stolen.

10. What happens if you move premises?

(q) If you move premises, you must give us sufficient notice of your new address before you move. If we are not given sufficient notice, you may not have access to the service or any fixed line telephony or DSL service supplied by Optus at your new address when you move. 
(r) You must let us know if any of the required equipment is relocated to another address.

11. Customer service
(s) If you require support with your connection to the service or have any questions relating to that connection you can contact Customer Service.

(t) We will provide customer service and technical support for the service and for the required equipment, if it has been supplied by us.

(u) Customer Service may only provide limited assistance for equipment and software supplied by you. However, full customer service is provided regarding billing, passwords, email and online services.

(v) Please note that the Customer Service Guarantee does not apply to the service.
12. What do terms in this service description mean?
access line means a supplier's unconditioned continuous metallic twisted pair between your premises and our network, and the ancillary facilities over which the service is delivered, connecting your premises to a local exchange of a carrier or carriage service provider. 
additional service features are the additional features you may obtain with the service. Descriptions of, and the terms and conditions associated with, each additional service feature available with the service are set out in the standard pricing table (small or medium business customers). The additional service features may be added or removed from time to time. 
analogue telephone adaptor means a device used to connect an analogue telephone to the service.
call means a call of the type set out in Attachment 1.

DSL stands for digital subscriber line and is a means by which you can access the Internet at a high speed using a standard phone line. 

DSL line splitter/ filter means a device which filters out a DSL signal from your phone line so your telephone works normally.

DSL service means the Optus DSL Direct Internet Service or Optus DSL Internet Service (as the case may be).

enhanced calling features are the additional features you may access with the service. Descriptions of the enhanced calling features accessible with the service are set out in Attachment 2

fixed line telephony service means the Optus Local Direct Service or the Optus Local Access Resale Service (as the case may be)

high-speed means a data transmission rate that is considerably faster than the rates provided by standard 28.8 or 56 kbps dial-up modems. 

IP handset means a handset which allows you to connect to the service without requiring an analogue telephone adaptor.

Optus soft phone means the software installed on your computer which allows you to make calls from your computer using the service.

Optus software means the software supplied by us for use with the service and includes the Optus soft phone and the software used to install the service on your computer, as updated from time to time.

our network means the Optus network and any supplier networks used to supply your DSL service, fixed line telephony service and the service to you and includes both software and hardware.

pricing plan contains information about the terms and conditions and prices of the plan (including services and features) you have selected in your application. You may also hear a pricing plan referred to as a 'rate plan'. The pricing plans are set out in the standard pricing table (small or medium business customers) 
required equipment means:

(w) an IP handset; and/or

(x) an analogue telephone adaptor; and/or

(y) Optus soft phone, which is supplied as part of the Optus software (and headset); and

(z) if required, any additional items that may be needed for your particular computer and telephone service to allow you to connect to the service.

self-installation kit is a kit containing instructions on how to install the service on your computer. 
speed limited has the meaning set out in the service description for your DSL service 
voice over IP service means a voice telephone service with voice calls being carried over an internet protocol connection.

warranty period means the period, starting from the date of delivery to you, during which a service call and, where necessary, hardware replacement for hardware supplied by us will be completed at no charge. The warranty period is:

(aa) 12 months for an analogue terminal adapter or IP handset, and

(ab) 90 days for: 

(i) an Ethernet or USB cable,

(ii) a telephone cord, and

(iii) a DSL line splitter/filter
	CONTACT DETAILS

	Customer Service
	By phone - 133 343

	National Relay Service
	133 677

	Translating and Interpreting Service
	131 450
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