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OPTUS HOME WIRELESS BROADBAND SERVICE 
SERVICE DESCRIPTION
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1. About this service description
(a) This is the service description for the Optus Home Wireless Broadband Service.  

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

(i) your application; 

(ii) the consumer terms or SMB terms as applicable to you;  

(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 consumer terms, SMB terms, service description, standard pricing table 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 .  Please check the standard pricing table carefully to see what fees or charges apply to your use of the service.

(e) The meaning of the words printed in italics is set out at the end of this service description or in the consumer terms or SMB terms (as applicable to you).

2. How will we notify you of changes to the agreement?

(a) In some circumstances, we have to give you notice in writing of a change to the agreement, as set out in clause 2A of the consumer terms or SMB terms (as applicable to you).

(b) In those circumstances not covered by (a) above, if we change the terms of the agreement, in addition to any other method of notification in writing (including, but not limited to, by mail or email to your nominated e-mail address), we may notify you of the change by notice on our web site at www.optus.com.au/homewireless (for consumers) or www.optus.com.au/homewirelessbusiness (for SMB customers)
3. The service
3.1. What is the service?
(a) The service is the Optus Home Wireless Broadband service.
(b) The service provides broadband access to the internet and related data services from your computer or other device via a wireless connection to our 4G network. 
3.2. Who supplies the service?
The service is supplied by Optus Mobile Pty Limited (ABN 65 054 365 696).
3.3. How we will communicate with you
We will communicate with you using your nominated email address. You agree to monitor this email account regularly to retrieve and review these communications.
4. Supplying the service
4.1. How we will supply the service to you
We will supply the service to you via a wireless connection to our 4G network
4.2. Changes we may make to the service
(a) Subject to any obligation we have under clause 2A (Changing the Agreement) of the consumer terms or SMB terms, we may modify an aspect of the service or the delivery of the service if it is reasonably necessary to do so for the efficient operation of the network used to supply the service. For example, we may apply controls to:
(i) deliver access and content via proxy servers and caches;

(ii) manage the network to prioritise internet traffic of certain types or users over others;
(iii) manage the bandwidth available to certain types of data, such as peer to peer traffic; 
(iv) block or filter specific internet ports;
4.3. Can you change your pricing plan?
(a) You may at any time request to change your pricing plan to another pricing plan for the service (if available). 
(b) There may be certain conditions relating to changing your pricing plan including when the change takes effect.
(c) Changing your pricing plan does not affect the minimum term. 
5. Matters to know in using the service
5.1. Collecting information and monitoring for compliance or misuse of the service
(a) In order to provide you with the service, we may collect certain information about the performance of the service, your computer and your use of the service. Unless we are permitted or required to do so under our privacy policy, we will not use this information to identify you.
(b) We may monitor your account to ensure that you are complying with the agreement (including, but not limited to, the location where you are using the service). We are entitled to investigate any misuse of the service such as any breach of the Fair Go Policy (Appendix S) and may involve police or other law enforcement agencies in doing so. 
(c) If we find that you have misused the service we may recover from you any costs of investigating that misuse. If your misuse causes loss to another user and we are required to pay compensation to that user, we may require you to reimburse us. 
5.2. Use of the service
(a) You should not connect to the service other than at your nominated address.
(b) To be an account holder, you must be over 18 years of age, or if not, you must have obtained the consent of a parent, teacher or other responsible adult.

(c) Any username you elect to use in conjunction with the service must meet our specifications as advised when you apply for the service.  We reserve the right to delete usernames that we consider offensive, defamatory, illegal or otherwise inappropriate without notice.
(d) You must:
(i) comply with the Fair Go Policy (Appendix S) when using the service, and
(ii) ensure that the software you use with the service is properly licensed.
(e) You must not:
(i) resell, share or otherwise distribute the service (or any part of the service) to any third party without our prior written consent;
(ii) run or provide network services to others via the service; or
(iii) use the modem or SIM provided to you by us with any other service provider or non-Optus service.
(f) We are not responsible for any internet content obtained via the service. 
(g) You may connect a LAN to the service for private use, however the set-up and configuration of a LAN is not supported by any customer service we provide for the service.
5.3. Modem and SIM card
(a) We will provide you with:

(i) the modem that you request us to supply you with in your application,

(ii) a SIM card.

(iii) usage instructions, and

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

(b) We are not responsible for installing, maintaining or providing on-site technical support in relation to the modem.
5.4. IP address
We will provide you with an IP address to use to connect to the service. This IP address remains our property and may change from time to time without any notification to you. 
5.5. Coverage

(a) The service is only available in selected areas covered by our 4G network.

(b) You are responsible for inquiring whether coverage is available at your nominated address where you want to use the service.

(c) In areas that the service is available, it is technically impracticable for us to guarantee that:

(i) the service is available in each place within an area where there is coverage,

(ii) ‘drop-outs’ will not occur, 

(iii) there will be no delays in transferring data when switching between bearer networks, and 

(iv) there will be no congestion on our 4G network.

(d) For the latest coverage information visit www.optus.com.au/homewireless
5.6. How does your modem choose a network to supply the service?

(a) The modem automatically conducts a handover between the different bandwidths on our 4G network to maintain your connection during data transfers.

(b) If the network becomes congested your connection may drop out.  
5.7. Data Transfer Speeds

(a) The speed of data transmitted using the service will vary depending on the following factors:

(i) The network (and frequency used by that network) used to connect to the service 

(ii) The distance you are from a mobile tower;

(iii) The capacity and load of the mobile tower;

(iv) Your equipment and software;

(v) The number of users sharing the network;

(vi) General activity on the Internet; and

(vii) Speed and capacity of the server you are accessing.

(viii) Prioritisation of Internet traffic of certain types or users over others 
(b) Whilst the service uses our 4G network, the service is designed to be used in the home and the speed of data transmitted using the service is different from the speed of data using other services supplied over our 4G network.  In metropolitan areas where there is 2300 MHz coverage at your nominated address, download and upload speeds of up to 12/1Mbps are available.  If 2300 MHz coverage is not available at your nominated address, download and upload speeds of up to 5/1 Mbps are available.
5.8. Roaming

You cannot use the service overseas 

6. Requirements to access the service
6.1. What do you need to access the service?
To access the service on your computer or device you need:

(a) a modem; and 

(b) a SIM card.

6.2. Modem 

(a) We will supply you with a modem to access the service.

(b) You agree to take reasonable care of the modem, and agree that if you fail to do so you will be responsible for the costs of repair or replacement in the event that it is damaged, lost or stolen.

(c) You must:

(i) not interfere with or impair the operation of the modem.

(ii) keep the modem secure, 

(iii) only use the modem to access our service. 

(d) The modem will not operate in the event of a mains power failure and you will not be able to use the service to access the Internet or related data services.  

6.3. SIM card

(a) We will supply you with a SIM card to access the service.
(b) You agree to take reasonable care of the SIM card.

(c) You must:

(i) keep the SIM card secure, 

(ii) not remove the SIM card from the modem (unless instructed to do so by our personnel);  

(iii) only use the SIM card to access the service. 

(iv) not interfere with or impair the operation of the SIM card; 

(v) not duplicate the identity of the SIM card (including for the purpose of back up).

(d) You should not use the SIM card to access (and you may not be able to access) other services, such as voice calls or MMS.  If you are able to access such services, your use of such services will:

(i) be charged at prevailing rates; and, 

(ii) count towards your data allowance.

(e) If you remove the SIM card and/or use it in another modem or device, we may cancel the service in accordance with the consumer terms. 

(f) We will request you to return the SIM card if we issue you with a replacement or if we no longer supply the service to you.  We will charge you a fee if you do not return the SIM card upon our request. 

6.4. How do you connect to the service?
(a) To connect to the service, you need to plug your modem into a mains power socket.  We recommend that you use either Wifi or the Ethernet cable provided to connect your modem to your computer;

(b) You should not:

(i) connect to the service other than at your nominated address,

(ii) remove the SIM card from the modem, or use it in any equipment other than the modem.

(c) If you connect to the service via the modem away from your nominated address, you may not be able to access the service or receive an equivalent quality of service.  In these circumstances, the Optus Coverage Commitment (if offered to you) does not apply.

(d) If you connect to the service via the modem, you are able to set up a local or private Wi-Fi network  

(e) We will provide basic information to allow you to connect your modem locally to your computer, including guidance on how to enable Wi-Fi on the modem.  You may however require third party support to enable Wi-Fi on your computer to allow it to attach to the modem.  We recommend that you always enable appropriate Wi-Fi security (authentication and encryption) on the Wi-Fi connection. 
7. What happens if you move premises?
7.1. Giving us notice of your new address

(a) To ensure that we have a correct billing address for you, you must give us reasonable notice of your new address before you move and must let us know prior to relocating any Optus supplied equipment to another address.  
(b) If you do not give us reasonable notice, we may suspend or cancel your service without further notice in accordance with the consumer terms. If the service is cancelled before the end of the minimum term, we may charge you a cancellation fee.

7.2. Access to the service at your new address
(a) If you move premises the service may not be available at your new address and/or you may need to access a broadband service via a different access method.
(b) Before you move premises you should contact us to discuss your options for continuing to access the service.
(c) If you relocate, we may offer you the option to change the access method for your broadband service and for you to enter into:

(i) a new agreement with a new pricing plan (for a broadband service that uses a different access method) that is reasonably comparable with your current plan; or
(ii) a new agreement with an alternative plan (for a broadband service that uses a different access method) but only if we take reasonable steps to address any detrimental impact that the change may have on you that is not minor.

(d) If you enter into a new agreement for a broadband service that uses a different access method, you must provide all reasonable assistance to enable the change in access method to be implemented, including by giving us access to your premises and equipment.

(e) If you do not agree to the change in your access method, we may suspend or cancel your service without further notice.  If the service is cancelled before the end of the minimum term, we may charge you a cancellation fee.

8. Warranties
(a) In addition to your statutory rights as a consumer, you may make a warranty claim as set out in this clause during the warranty period for equipment we sell to you or that we give to you for no charge. You cannot make any warranty claim under this clause for equipment:
(i) you provide; or
(ii) a supplier provides or owns.
(b) If you make a warranty claim to notify us of a fault with equipment within the warranty period, we will, at our option, repair, replace, or provide credit for the faulty item at no cost to you.
(c) If, when you make a warranty claim, we do not find a fault, or if the fault was caused by:
(i) any equipment which we did not provide;
(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. We will tell you how much these charges are likely to be before you incur them.
(d) Outside any warranty period, the maintenance of the 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. We will tell you how much these charges are likely to be before you incur them.
(e) For the purposes of the refund provisions in clauses 8.1(c), 10.3(a) and 12.2(b) of the consumer terms and for no other purpose, we accept responsibility for equipment provided by a supplier such that if that equipment fails, you may be eligible for a refund under these clauses of the consumer terms. However, we do not accept responsibility for equipment provided by a supplier in relation to any other purpose.
9. Data usage 
9.1. Data usage Limitations

(a) Unless we specify otherwise on the pricing plan that you have chosen, your data usage applies to both downloading and uploading. 
(b) Your pricing plan has a monthly data allowance and additional data allowance. 

(c) If your data usage exceeds the data allowance for any given billing month, then you will be automatically charged a one off fee for an additional data allowance for use in that billing month.

(d) If your data usage in any given billing month exceeds the additional data allowance, your service will be slowed to 256Kbps until the first day of your next billing month.   

(e) Your data usage is reset to zero on the first (1st) day of each usage period.  Any unused data allowance or unused additional data allowance in any month cannot be rolled over into subsequent months.
9.2. My Account and data usage meter  

(a) MyAccount features include the data usage meter, which allows you to check your data usage, data allowance and/or additional data allowance. The data usage meter is updated approximately every hour. Actual usage may be higher than the displayed amount and so the data usage meter should be used as a guide only.  Your bill is your actual usage for your monthly data usage in any given billing period. 
(b) We recommend you check your data usage regularly to find out your current level of usage, how much of your data allowance or additional data allowance remains, and when you are likely to incur the one off charge for additional data allowance and when your service is likely to be slowed to 256Kbps (if at all).
(c) The data usage meter provides you with:

(i) your usage history; and

(ii) usage alerts when you reach 

(A) 50%, 85% and 100% of your data allowance; and

(B) 85% and 100% of your additional data allowance.

(d) Usage alerts will appear on your data usage meter, and we will also send you an email to your nominated email address (and, if you have provided us with your mobile phone number, an SMS to your mobile phone) to alert you of your data usage. 

10. Customer service

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

(b) We will provide customer service for the modem and regarding billing, passwords, email and online services.  However, we will only provide limited assistance for equipment and software that has not been supplied by us.  

(c) We may refer you to a third party for technical support that is of a complex nature.  The terms and conditions of any third party suppliers apply to any services supplied by them and charges for their services are payable directly to them.
11. Suppliers and third party services
(a) The service relies on services and, in some cases, equipment provided by suppliers for its operation, who are not controlled by us.
(b) We do not exercise any control over, authorise or make any warranty regarding:
(i) your right or ability to use, access or transmit any content 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; and
(iv) any charges which a third party may impose on you in connection with their services accessed via the service.
12. What do terms in this service description mean?
additional data allowance means the amount of additional monthly data usage allowance included in your pricing plan of 10GB that you will receive when your data usage in a given billing month exceeds the data allowance for that billing month. Additional data allowance is measure in Megabytes (MB)
data allowance means the amount of monthly data usage allowance included in your pricing plan for use in any given billing month. Data allowance is measured in Megabytes (MB).
data usage means the amount of data that you have uploaded and downloaded in a given billing month. Data usage is measured in Kilobytes (KB) (1 MB = 102.4 KB).
data usage meter means the online personal usage indicator that displays the data usage and/or your usage of data allowance and additional data allowance in any given billing month for your account.

Fair Go Policy means the Optus Fair Go Policy (Appendix S). The Fair Go Policy sets out the rules and guidelines with which you must comply in using the service.

LAN means local area network and is a network of connected computers that are in a limited geographic area. 
modem means the modem that is supplied by us to access the service.  The modem provides an Ethernet connection via one of its four ports, or via a WLAN to a number of computers.

nominated address means the address of the premises nominated by you in your application where you intend to use the service.

nominated email address means the email address which you provided to us in your application for us to use to communicate with you. 

Optus 4G network means the Optus 4G Plus network which uses multiple frequencies to provide coverage. 

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. 

SIM card means our subscriber identity module (SIM) card which, when inserted into your modem, gives you access to the service.

warranty period means the 24 month period, starting from the date of delivery to you during which a service call and, where necessary, hardware replacement for hardware purchased by you from us will be completed at no charge.  
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