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1 ABOUT THIS DOCUMENT
(a) This document sets out the operation of, and eligibility requirements for Optus' Special Assistance Service – Standard (OSAS Standard) and Optus’ Special Assistance Service – Premium (OSAS Premium).  

(b) The following services refer to this Appendix Z:

(i) Optus Local Service, 

(ii) Optus Local Access Direct, and

(iii) Optus Local Access Resale Service.

(c) The meaning of the words printed like this is explained in the standard pricing table, in the service description or in the consumer terms.

2 GENERAL
(a) We do not offer Priority Assistance, however we do offer Optus Special Assistance Service – Standard (OSAS Standard) and Optus Special Assistance Service – Premium (OSAS Premium).  
(b) OSAS Standard provides prioritised fault resolution where possible.  OSAS is available to our residential local telephony customers, (or those people living in their home), who have a life threatening certified medical condition (OSAS Customers).

(c) You will need to apply to register with us for OSAS.  If your application for registration is successful, you will be issued with an OSAS ID number.

(d) You will be asked to renew your OSAS registration every 36 months. 

(e) OSAS Standard applies if there is a fault on the nominated telephone service of an OSAS Customer, and their home doesn’t have any other working telephone service.

(f) OSAS Premium is an additional service offered to those who qualify for OSAS Standard and provides an alternate mobile service.

(i) For a low monthly access fee, and subject to you continuing to be a validated OSAS Customer, OSAS Premium will provide you:

(A)
a mobile service based on the best service available for your primary place of residence, including free connection to the relevant mobile network,
(1)
If you are in a GSM coverage area, you will have a choice between a post paid service and a pre-paid service.

(2) If you are not in a GSM coverage area you will receive a  MobileSat service.

(B)
a mobile handset (with required accessories),

(C)
ability to nominate 2 emergency numbers (in addition to the emergency 000 number) to call for up to 500 times each month for free, unless you have received a MobileSat service in which case you will be charged for such calls as set out in Section 2 MobileSat Pricing Table.

3 Medical Eligibility

(a) To be an OSAS Customer you must have a life-threatening medical condition (see clause 4 below).  You may or may not be the account holder.

(b) To be eligible for OSAS, we require a registered medical practitioner’s written confirmation of your medical condition.
(c) We will accept a statutory declaration in lieu of certification by a medical practitioner in extenuating circumstances only, for example if you live in a remote area and have difficulty visiting your medical practitioner.

(d) To continue to be eligible for OSAS, you must re-confirm your medical eligibility every 36 months.

4 Indicative List of Eligible Medical Conditions 

The list of indicative medical conditions below, the sufferers of which may be eligible for OSAS, was created by the Commonwealth Department of Health and Ageing in consultation with relevant non-government medical experts (including GPs and other medical specialists), and has been endorsed by the Chief Medical Officer of Australia. This list is provided for guidance only.

(a) Patients at high risk of respiratory emergencies

(i) Anaphylaxis or angioedema

(ii) Severe asthma (as specified in National Asthma Council Guidelines)

(b) Patients at high risk of cardiovascular emergencies

(i) Ventricular arrhythmias

(ii) Unstable angina

(iii) Acute myocardial infarction within the last six months

(iv) On waiting list for aortic aneurysm, coronary or carotid artery surgery

(c) Patients at risk of life-threatening hypoglycaemia or epilepsy

(i) Unstable insulin-dependent diabetes

(ii) Poorly controlled grand-mal seizures

(d) Patients at high risk of obstetric and neonatal emergencies

(i) High risk pregnancy (eg. placenta praevia)

(ii) Infants at risk (eg. because of prematurity) with history of apnoea

(e) Patients with high-risk mental health disorders

(i) Severe mental health disorders with significant risk to self-harm or harm to others

(f) Technology dependent patients who are at high risk

(i) Haemodialysis in the home

(ii) Patients on home respirators or with tracheostomies

(iii) Oxygen-dependent patients (eg. with severe obstructive pulmonary disease)

(g) Other dependent patients who live alone, without support or in remote locations

(h) Patients with other dependent medical conditions would qualify for OSAS only if they live alone, without social support, or in a remote location, for example:

(i) Dialysis patients

(ii) Oncology patients

(iii) AIDS patients

(iv) Haemophilia patients, and others with bleeding disorders

(v) Severely disabled persons

(i) Medical conditions not listed above may also be certified and endorsed provided that, in the judgment of the medical practitioner, they meet the eligibility criteria to the same extent as the conditions listed.

5 Faults

(a) You may contact us on 131 344 at any time to report a fault. 
(b) When reporting a fault, you must identify yourself as an OSAS customer by quoting your OSAS ID number.
6 Fault Rectification Timeframes

(a) If you use the OSAS standard service you will be provided with prioritised fault rectification using the next available appointment within the next 24 hour or 48 hour period, according to your location.  If you use the OSAS premium service, you will not be provided with prioritised fault rectification but should refer to Clause 12.1 for futher details about the OSAS Premium service.
(b) We do not guarantee the service levels set out in paragraph (c) below, nor do we guarantee continuous or fault-free services.

(c) If there is no working telephone service at your residence, we aim to repair at least one telephone service within:

(i) 24 hours of your repair request in an:

(A) urban area (that is, a township or community grouping of 10,000 or more people), and 

(B) rural area (that is, a township or community grouping of 200 or more people but less than 10,000 within a standard zone), and

(ii) 48 hours in a remote area (that is, a township or community grouping of less than 200 people or a township or community grouping located outside a standard zone), 

unless there are circumstances beyond our control (see clause 8 below).

(d) If you have access to another telephone service, your fault will not be escalated within OSAS timeframes unless you specify that the telephone line is not available to you.

(e) No notification will be provided to you for telephony network outages unless required under Customer Service Guarantee legislation (Telecommunications (Customer Service Guarantee) Standard 2011 as amended from time to time by the Australian Communications and Media Authority.)
7 Interim Services

(a) If you use the OSAS Standard service and we cannot repair a fault within the timeframes specified in clause 6 above, we will offer you an interim service, that is, a temporary service (usually using mobile technology), unless there are circumstances beyond our control (see clause 8 below), within:

(i) 24 hours for customers in urban and rural areas, and

(ii) 48 hours for customer in remote areas,

after the fault has been reported. 

(b) Use of an interim service is dependent on signal reception at your residence. Reception may be poor or unavailable depending on where you live. An alternative interim service may or may not be allocated to you if this occurs.

(c) Delivery of interim handsets will be subject to courier company procedures.

(d) Customer Service Guarantees will not apply if an interim service is provided to you. 
(e) This Clause 7 does not apply to OSAS Premium customers.
8 Circumstances beyond our Control

Circumstances beyond our control include:

(a) damage to a facility or interruption to our services (or services of our suppliers) that is not caused by us (or our suppliers), for example, power outage,

(b) natural disasters or extreme weather conditions,

(c) a law of the Commonwealth, or of a state or territory, that prevents us (or our suppliers) from rectifying a fault or providing an interim service,

(d) we (or our supplies) are unable to gain lawful access to land or a facility, and

(e) no mobile coverage.

9 Changes to Your Circumstances

(a) Your registration as an OSAS Customer to use the OSAS Standard or the OSAS Premium service will lapse if you move your telephone service to another telephone service provider.

(b) If you are eligible for a priority assistance service with your existing telephone service provider and you churn your phone service to us, you will need to apply with us for OSAS.

(c) If you change the name of the account holder for your telephone service, you will need to re-apply for OSAS.

(d) If you are an existing customer who is moving premises and we will continue to provide your telephone service at your new address, you should inform Customer Service that you are registered as an OSAS Standard or OSAS Premium Customer and quote your OSAS ID number for reference, so that your details can be updated and you receive OSAS Standard or OSAS Premium at your new address.

(e) If you are a relocating OSAS Standard or OSAS Premium Customer, your relocation work will be conducted within our normal service level response times. However if you have a fault, your escalated fault prioritisation will be continued at your new residence once your new service is connected.

(f) If your telephone is disconnected for non-payment, you will not be able to use OSAS to contact emergency services until reconnection.

(g) If your telephone is disconnected for reasons other than non-payment, you will need to reapply for OSAS if you connect another service with us in the future.
(h) If you do not contact us, you will be requested to renew your OSAS registration every 36 months (see clause 2 above).

10 Privacy

(a) Your health information will only be used for the purposes of:
(i) assessing your eligibility for OSAS,

(ii) providing, administering and managing OSAS Standard, OSAS Premium and the services we generally provide to you, and

(iii) in accordance with our Privacy Policy. 
(b) By providing health information you consent to us collecting this information for the purposes of providing OSAS.

11 Charges

(a) OSAS is specifically designed for customers in genuine need, and we do not charge eligible customers for registering and receiving the service.

(b) The abuse of this service by customers not in need can put the lives of those in genuine need at risk.  Accordingly, we reserve the right to apply charges in the event that:

(i) an application is rejected for OSAS is rejected, or

(ii) it subsequently becomes clear that you are ineligible for OSAS and we have incurred cost for expedited fault rectification.

(c) You are liable for any call charges, damage or loss of the interim service in your possession.

(d) If you choose to use the OSAS Premium service, you will be charged the charges set out in our standard pricing table for the service that you receive (see section 3 of the Mobile Digital Pricing Table, the Prepaid Mobile Service Standard Pricing Table or Section 2 of the MobileSat Pricing Table, as relevant).

12 Additional Information About the Use of the Optus Special Assistance Service – Premium (OSAS Premium)

12.1 The OSAS Premium Service - General

(a) 
OSAS Premium is an additional service offered to those who qualify for OSAS Standard.

(b) 
The Optus Mobile Service is dependent on signal reception at your residence.  Reception may be poor or unavailable depending on where you live.  Optus will make every effort to ensure the most reliable service is provided for your residence.

(c) 
Should your OSAS eligibility lapse, or you advise Optus that you no longer require OSAS, your OSAS Premium service will be disconnected or changed to a standard retail plan.

(d) 
By transferring the mobile number associated with an OSAS Premium service to another Optus rate plan or another service provider, your OSAS Premium benefits will no longer apply.

12.2 Charges
(a) If your telephone is disconnected for non-payment, you will not be able to use this service to contact emergency services, until reconnection.

(b) 
Cancellation and disconnection fees do not apply to the mobile service associated with the OSAS Premium Service.

(c) 
You are responsible for all call charges incurred on your OSAS Premium service, plus your monthly access fee (excludes Pre-paid GSM services).

(d) 
We may charge you a fee if you apply but are not eligible for the OSAS Premium service.

(e) 
If an OSAS Premium service is cancelled within a period of one week from registration, we may charge you for any handset we have supplied.

(f) 
Handset insurance is available from us at your own expense.

(g) 
Failure to pay your OSAS Premium service charges will result in your OSAS Premium service being disconnected, however you will still remain an OSAS Standard customer until your eligibility changes.
12.3 Faults
(a) When reporting a fault, you must identify yourself as an Optus Special Assistance Service (OSAS) Premium customer.

(b) 
If you have access to another telephone service, your fault will not be escalated within OSAS timeframes, unless you specify that this telephone line is not available to you.

(c) 
Unlike OSAS Standard, we will not supply you with an interim service in the event we cannot rectify a fault on your standard telephone service within the timeframes set out in Clause 6(c) above.

(d) 
The Customer Service Guarantee will not apply since an alternate service is provided to you.

(e) 
OSAS will seek to have urban and rural customer’s home phone faults rectified within 24 hours, and within 48 hours for remote customers except for circumstances Optus is unable to control.

12.4 Additional Information if you use the OSAS Premium Service with the Optus Digital Mobile Service 

(a) You are entitled to one handset replacement at no cost every 2 years plus one handset replacement due to loss, theft or damage every 2 years, which must be reported to Optus when it occurs.

(b) 
You will bear the costs associated with picking up and dropping off handsets for repair.
(c) 
Extended Warranty

(i) Extended Warranty is an Optus service which allows you to extend the handset manufacturer’s original warranty by an additional 12 months [‘Extension Period’].  The Extension Period commences at the expiry of the handset manufacturer’s original warranty.

(ii) Faults “under warranty” are faults the handset manufacturer (or Optus in the case of Extended Warranty) has agreed to rectify for you at no charge during the applicable warranty period.  Faults not under warranty typically include faults caused by misuse, such as physical damage, liquid ingression or otherwise.

(iii) The Extended Warranty service is restricted to the repair of your OSAS Premium handset as detailed in the manufacturer’s standard warranty documentation which you will receive when you receive the handset.  Extended Warranty does not cover repairs to handset batteries or accessories.

(iv) If your handset is not under warranty and you wish a fault to be rectified, you should identify such faults as a “fault not under warranty” when you contact us.  In such instances, you will incur a service charge and the associated repair or replacement cost.  Service, repair or replacement charges will be included on your mobile account.

(v) Repairs to handsets during the Extension Period under Extended Warranty can only be undertaken at an Optus Service Centre.

(vi) Nothing in this clause replaces or limits your rights under the Trade Practices Act.

12.5 Additional Information if you use the OSAS Premium Service with the Optus Prepaid GSM Mobile Service

(a) A minimum of 16c credit is required to have access to free emergency numbers.  You are responsible for maintaining enough credit to make outgoing calls.

12.6 Additional information if you use the OSAS Premium Service with the Optus MobileSat Mobile Service
(a) The service can be used by you anywhere in Australia.  Unless there are adverse local conditions such as tall buildings or trees in the way, you should have direct ‘line of sight’ to the Optus B series satellite (which is the satellite series we use in providing the service).

(b)
We will lend you a MobileSat phone for use with the OSAS Premium service.  The phone is owned by us and must be returned to Optus when you are no longer eligible or no longer require the OSAS Premium service.

(c)
We will pay for repairs to a MobileSat phone until an authorised repair agent determines it is beyond economical repair.

(d)
We will charge you the cost of the phone ($2,500) if you do not return any MobileSat phone to us in complete and working order when you:

i. Cancel your OSAS Premium service;

ii. No longer qualify for the OSAS service;

iii. Cancel your Optus Home Phone service;

iv. Have damaged the handset in a manner that we believe is not accidental or within the intended purpose of use.
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