
OPTUS IP PHONE PREMIER  SERVICE 

SERVICE DESCRIPTION

Click on the page number of the section that you are interested in

31
ABOUT THIS SERVICE DESCRIPTION

2
THE SERVICE
3
2.1
What is the service?
3
2.2
Who supplies the service?
3
2.3
Coverage
3
2.4
What do we provide as part of the service?
4
2.5
Provision of the required equipment
4
2.6
Approved equipment
4
2.7
Software
4
2.8
‘yes’ Business Totality (‘YBT’)
5
2.9
Warranties
5
2.10
Use of the service
5
3
CONNECTING TO THE SERVICE
6
3.1
Limitations on connection to the service
6
3.2
Connecting to the service
6
3.3
Your responsibilities after installation
7
3.4
Monitored services
7
4
SERVICE CHARGES
7
4.1
What does the cost of the service depend on?
7
4.2
Can you change your pricing plan?
7
5
PHONE NUMBERS
8
5.1
How do you obtain a phone number?
8
5.2
How are phone numbers issued?
8
5.3
Can we change your phone number?
8
5.4
Who owns the phone number?
8
5.5
Our liability to you in respect of phone numbers
8
6
TRANSFERRING YOUR PHONE NUMBER
9
6.1
Transferring from another carrier or carriage service provider
9
6.2
Transferring from us to another carrier or carriage service provider
9
7
Quality of the service
9
7.1
Degraded quality of calls
9
7.2
Emergency calls
9
8
Enhanced Calling Features
10
9
What happens if your required equipment or your username is lost or stolen?
10
10
what happens if you move premises?
10
10.1
If you move premises and the service is available at your new address:
10
10.2
If you do not wish to continue to receive the service supplied by Optus
10
10.3
Giving us notice of your new address
11
11
WHAT HAPPENS IF YOU TRANSFER YOUR ACCESS LINE TO ANOTHER CARRIER OR CARRIAGE SERVICE PROVIDER?
11
12
CUSTOMER service
11
13
customer service guarantee
11
14
WHAT DO TERMS IN THIS SERVICE DESCRIPTION MEAN?
11



1 ABOUT THIS SERVICE DESCRIPTION
(a)  
This is the service description for the Optus IP Phone Premier 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 the SMB terms .

2 THE SERVICE
2.1 What is the service?

The service allows you to make calls and receive calls over our DSL Direct network, via a voice over IP service, from a phone located at your premises.  You must connect to a minimum of two services and up to a maximum of six services.  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.

In order to connect to the service you must also be and remain connected to our Optus DSL Direct Internet Service.  You should therefore check the terms of your agreement with us for the supply of  our Optus DSL Direct Internet Service, as those terms will also apply.

2.2 Who supplies the service?

Optus Networks Pty Limited (ABN 92 008 570 330) supplies this service to you
2.3 Coverage

(a) The service is only available at premises which can be physically connected via an access line to our DSL Direct network.

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

(c) Where premises can be physically connected to our DSL Direct network, for technical and commercial reasons, we may choose not to supply the service to you.  

2.4 What do we provide as part of the service?

We will provide you with:

(a) the required equipment which (apart from any existing equipment you may already have to use with the service) you must purchase from us and order from us in your application.
(b) an installation kit
(c) any additional service features you have selected, and

(d) access to Customer Service (see clause 12 below). 

2.5 Provision of the required equipment
(a) Apart from any existing equipment that you already have to use with the service (for example equipment you use with our DSL Direct Service), you must obtain the required equipment from us for use with the service.  You can order this from us in your application.  The price of the required equipment is contained in the standard pricing table (small or medium business customer).  
(b) You are responsible for the maintenance of the required equipment.

2.6 Approved equipment

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

(b) If you choose to use existing equipment that has not been supplied by us with the service, the operation of, and any repairs to, such equipment is your responsibility. 

2.7 Software

(a) We will provide you with access to the Optus software for use with the service.  

(b) You are granted a non-exclusive licence to use the Optus software subject to the agreement and, if an end user agreement is provided, the end user agreement provided with the Optus software at the time of installation.  

(c) If the service is cancelled, you must cease using and delete the Optus software.

(d) We do not make any warranty or representation regarding the performance of any software provided to you in connection with the service as it operates on your computer.  You agree that you will not make a claim against us in respect of the software or its performance. 

(e) Optus software is not compatible with some operating systems, including Microsoft Windows Vista and Macintosh OS operating systems.

(f) We provide support for the Optus software, but do not provide support for software not supplied by us. 

(g) You must not disassemble, decompile or reverse engineer any Optus software provided by us. 

2.8  ‘yes’ Business Totality (‘YBT’) 

(a) You may also acquire the ‘yes’ Business Totality service option set out in Attachment 1
2.9 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 integrated access device or other 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:

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

(vii) any interference caused by an intervening event, 

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

(ix) 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 integrated access device and other 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.

2.10 Use of the service
(a) If you do not own the premises, you must obtain the owner’s permission to use the service.

(b) We offer a range of specific services for people with disabilities consistent with our Disability Action Plan.  This plan is available on our website www.optus.com.au/disability or by contacting Customer Service. You should note that TTY machines cannot be used with the service. 
3 CONNECTING TO THE SERVICE
3.1 Limitations on connection to the service
(a) To connect to the service you must:

(x) have an access line that is connected to our Optus DSL Direct Service

(xi) be the account holder of the access line to be used to connect to the service
(xii) require a minimum of two telephone services to be connected; and

(xiii) have all required equipment installed.

(b) As you are required to be connected to other services of ours in order to connect to the service, any limitations and restrictions on accessing those other services, which are set out in the relevant service descriptions for those other services, will also apply to you.  You should check the service descriptions for the Local Direct Service and the DSL Direct Internet Service for further details

3.2 Connecting to the service

(a) For you to be connected to the service, we must:

(i) Perform a standard  installation of the required equipment (including installing your integrated access device 
(ii) Test that your service is operating correctly

(b) Unless the pricing plan you have selected states otherwise, you will be required to pay an installation fee.  

(c) The installation will be a standard installation or a non-standard installation.  In most circumstances, the installation will be considered a standard installation.  If, during installation, we find that your premises needs, or you request, a non-standard installation, we may charge you for a non-standard installation to the service in addition to the standard installation fees.

(d) If you do not own the premises in which the service is to be installed, you represent and warrant to us that you have notified the relevant owner (including but not limited to any body corporate of a flat or apartment building) and obtained its permission for us to enter the premises, to connect the required equipment and to make physical modifications to the premises in order to install or remove the service.  You must indemnify us against any claim made against us by another person in connection with our performance during the installation or removal of the service. 

(e) While we will take reasonable care not to cause any damage, our installation, inspection and maintenance of the service may cause damage to your computer software, hardware or data.  It may also invalidate your computer warranty. You agree to accept the risk of any of these things occurring.  You also agree to back up all existing computer files by copying them to another storage medium or other computer before we perform the installation.  We do not accept any responsibility or liability for any loss or damage it may cause to your computer, software, files, data or peripherals, even if the loss or damage is caused by a negligent act or omission of us or our personnel.  Nothing in this clause removes or limits our liability for death or personal injury caused by our negligence, nor are your statutory rights as a consumer affected any statutory rights you may have affected, including those under the Trade Practices Act.  
3.3 Your responsibilities after installation

(a) After installation, you are responsible for integrating your network, your equipment and/or your PABX at your premises with the service.  For example, you may need to install additional wiring, reconfigure your data network equipment and/or connect the service to your PABX

(b) Upon request, we can arrange for a technician to connect the service to your PABX for a one off service charge as set out in standard pricing table (small or medium business customer). This can be ordered from us in your application.  

(c) After installation, if we make a service call at your request and there is no fault with the required equipment, we may charge you a service fee.

3.4 Monitored services

If you have a monitored service on your premises, it is your responsibility to check that the monitored service is working following the installation of the service.  We will not be liable for any loss that you may suffer as a result of a monitored service failing to work for any reason following the installation of the service.
4 SERVICE CHARGES

4.1 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) the installation charges and if your premises require a non-standard installation,

(c) 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

(d) 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.

4.2 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 DSL Direct, local and long distance services with us).

5 PHONE NUMBERS 
5.1 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. 

5.2 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

5.3 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.

5.4 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.  

5.5 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 
6.1 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.  

6.2 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  

7.1 Degraded quality of calls

One DSL Direct service will support the use of a maximum of six simultaneous services.  If you attempt to make seven or more simultaneous calls using the service over a single DSL Direct service, the quality of all seven calls could be degraded.

7.2 Emergency calls

(a) In the event of a power failure, you will not be able to use the service to make or receive calls, including, for example, to emergency services.

(b) We recommend that you purchase an uninterruptible power supply (battery backup) if you are relying on the service to make emergency phone calls.

(c) 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

(a) The service offers a range of optional enhanced calling features.  These are set out in Attachment 2. 
(b) 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?

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

(b) You must notify us as soon as possible if your required equipment or your username/password is lost or stolen.  

(c) 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?

10.1 If you move premises and the service is available at your new address:
If the service is available at your new address and you wish to continue receiving the service at your new address, then

(a) we may charge you an installation fee or service reconnection charge but we will not charge you a cancellation fee, even if you move before the end of the minimum term;  and

(b) a new minimum term will commence under the new agreement for the provision of the service at your new address.

10.2 If you do not wish to continue to receive the service supplied by Optus 

If you move premises and you do not wish to continue receiving the service:

(a) we will cancel the service; and

(b) if as a result of this the service is cancelled before the end of the minimum term, we may charge you a cancellation fee.

10.3 Giving us notice of your new address

You must give us sufficient notice of your new address before you move and must let us know if any of the required equipment is relocated to another address.

11 WHAT HAPPENS IF YOU TRANSFER YOUR ACCESS LINE TO ANOTHER CARRIER OR CARRIAGE SERVICE PROVIDER?
(a) If you transfer your access line to another carrier or carriage service provider after connecting to the service, the service will be cancelled automatically.
(b)  
If, as a result of (a) above, the service is cancelled before the end of the minimum term, we will charge you a cancellation fee
12 CUSTOMER service

(a) We will provide customer service and technical support for the service and for the required equipment.  
(b) 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.
13 customer service guarantee

(a) You may have certain rights and remedies under the Customer Service Guarantee, which establishes minimum connection and fault repair times and entitles you to specified amounts of damages if they are breached.  We accept liability to you in accordance with, and subject to, the Customer Service Guarantee.  Further details are available at http://www.acma.gov.au.

(b) Please note that the Customer Service Guarantee does not apply to any required equipment supplied with the service or to the access line.
14 WHAT DO TERMS IN THIS SERVICE DESCRIPTION MEAN?
access line means a supplier’s unconditioned continuous metallic twisted pair between your premises and our DSL Direct network which connect your premises to our DSL Direct network 

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).  

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.

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.

installation fee means the installation fee set out in the standard pricing table (small or medium business customers).

installation kit means an information kit explaining what is required to install the service.

integrated access device means a device which is used to connect analogue telephones to the service and connect a computer/s to our DSL Direct network
IP handset means a handset which allows you to connect to the service without requiring an analogue telephone adaptor.

non-standard installation means an installation where, for example:

(a) your local area network needs to be connected to the integrated access device; or

(b) your computer / router needs to be configured for use with the integrated access device; or
(c) more than 3 metres of cabling needs to be installed between the required equipment and a distribution frame; or

(d) data wiring needs to be installed

(e)  
IP handsets need to be installed in your premises in a location other than directly into the integrated access device
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 DSL Direct network means the Optus network and any supplier networks used to supply the Optus DSL Direct 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:

(a) 
an access line that is connected to our Optus DSL Direct Service

(b) 
an integrated access device; 
(c) 
a phone socket and power point for the integrated access device,

(d) 
a DSL line splitter/filter approved by us for each telephony device, 

(e) if you require more than two telephone services, an analogue telephone adaptor; and

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

standard installation means an installation where we, for example:

(a)
provide up to and including 3 metres of cabling between the required equipment and a distribution frame at your premise; or 

(b) 
put in place the required equipment and connect to the cabling from a distribution frame at your premise; or  

(c) 
configure the required equipment and connect to the Optus Network  
telephony device includes a device such as a standard telephone, fax machine, answering machine and dial-up modem.  Some automated systems, such as back-to-base monitored alarm systems and digital pay TV equipment, have built-in telephony devices.

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:

(a)
36  months for an integrated access device, 

(b)
12 months for an
(c)
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 - 1300 550 731

	National Relay Service
	133 677

	Translating and Interpreting Service
	131 450
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