	[image: image2.emf]











	[image: image1.emf]OPTUS














Appendix Z

Optus Special Assistance Service – Standard 
(OSAS Standard) And
Optus Special Assistance Service – Premium 
(OSAS Premium)
NEW APPLICATIONS AND RENEWALS OF THIS SERVICE WILL NOT BE ACCEPTED FROM 31 AUGUST 2017.
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The OSAS Premium Service - General




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
(d) We do not offer Priority Assistance. Telstra is a provider who can offer Priority Assistance.  Optus previously offered Optus Special Assistance Service – Standard (OSAS Standard) and Optus Special Assistance Service – Premium (OSAS Premium). However new applications are no longer being accepted from 31 August 2017.
(e) OSAS Standard provides prioritised fault resolution where possible. OSAS was available to our residential local telephony customers, (or those people living in their home), who have a life threatening certified medical condition (OSAS Customers). Optus will be closing its Optus Special Assistance Service (OSAS) service over the coming months.
(f) You needed to apply to register with us for OSAS. If your application for registration was successful, you were issued with an OSAS ID number.

(g) Previously you were asked to renew your OSAS registration every 36 months. As of 31 August  2017 you will not be asked to renew your application. You will continue to be registered until further notice.
(h) 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.

(i) OSAS Premium was an additional service offered to those who qualified for OSAS Standard and who were provided with an alternate mobile service. This service was discontinued from 8 July 2016.
(i) For a low monthly access fee, and subject to you continuing to be a validated OSAS Customer, OSAS Premium provided you with:

(A) a postpaid or prepaid mobile service based on the best service available for your primary place of residence, including free connection to the mobile network,
(B) a mobile handset (with required accessories),

(C) ability to nominate 2 emergency numbers (in addition to the emergency 000 number) to call up to 500 times each month for free.
3. Medical Eligibility

(j) 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.

(k) To be eligible for OSAS, we require a registered medical practitioner’s written confirmation of your medical condition.
(l) 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.

(m) To continue to be eligible for OSAS, you must re-confirm your medical eligibility every 36 months.  As of 31 August 2017 you will not be asked to renew your application. You will continue to be registered until further notice.
4. Indicative List of Eligible Medical Conditions

The list of indicative medical conditions below, the sufferers of which may have been 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.

(n) Patients at high risk of respiratory emergencies

(i) Anaphylaxis or angioedema

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

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

(i) Unstable insulin-dependent diabetes

(ii) Poorly controlled grand-mal seizures

(q) 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

(r) Patients with high-risk mental health disorders

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

(s) 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)

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

(u) 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

(v) 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

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

(y) 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. 
(z) We do not guarantee the service levels set out in paragraph (c) below, nor do we guarantee continuous or fault-free services.

(aa) 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).

(ab) 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.

(ac) 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

(ad) 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. 

(ae) 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.

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

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

Circumstances beyond our control include:

(ai) 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,

(aj) natural disasters or extreme weather conditions,

(ak) 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,

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

(am) no mobile coverage.

9. Changes to Your Circumstances

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

(ao) 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. Optus will be closing its Optus Special Assistance Service (OSAS) service over the coming months. New applications are no longer being accepted from 31 August 2017.
(ap) If you change the name of the account holder for your telephone service, you will need to re-apply for OSAS. Optus will be closing its Optus Special Assistance Service (OSAS) service over the coming months. New applications are no longer being accepted from 31 August 2017.
(aq) 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 customer and quote your OSAS ID number for reference, so that your details can be updated and you receive OSAS Standard at your new address.

(ar) If you are a relocating OSAS Standard 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.

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

(at) 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. Optus will be closing its Optus Special Assistance Service (OSAS) service over the coming months. New applications are no longer being accepted from 31 August 2017.
(au) If you do not contact us, you will be requested to renew your OSAS registration every 36 months (see clause 2 above). As of 31 August 2017 you will not be asked to renew your application. You will continue to be registered until further notice.
10. Privacy

(av) 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. 
(aw) By providing health information you consent to us collecting this information for the purposes of providing OSAS.

11. Charges

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

(ay) 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.

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

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

12.2 The OSAS Premium Service - General

(a) OSAS Premium was an additional service offered to those who qualified for OSAS Standard. OSAS Premium Post Paid services were discontinued as of 8 July 2016. OSAS Premium Pre Paid services were discontinued as of 21 June 2016. OSAS Premium MobileSat services were discontinued as of 25 December 2016. Customers with these services have been transferred to the OSAS Standard service.
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