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[bookmark: _Toc149762746][bookmark: _Toc149762747]About this Document
[bookmark: _Ref471364127]This document sets out details of the 'yes' Business Totality ('YBT') service option offered with a standalone hardware/software and/or Optus Outbound Voice Services, Optus Multiline, Optus Evolve Voice SIP Services and/or Optus Telephony on NBN Service (fixed services')
This document together with the service description for the relevant fixed service (as applicable) for small and medium business customers, your application, the SMB terms, the standard pricing table for the fixed service (as applicable) for small and medium business customers and the appendices, forms your agreement with us, if your YBT service or equipment is from an approved Optus Vendor through the ‘yes’ Business Totality Service. For the avoidance of doubt the pricing for the YBT service option is set out in your application.
You may obtain a copy of the latest version of the SMB terms, service descriptions, standard pricing table and appendices from us or on our website. 
Where you may be charged a fee or charge for the YBT service option, then this fee or charge is set out in your application form. Please check your application form carefully to see what fees and charges apply.
The meaning of a word printed like this is set out at the end of this document or in the relevant service description for that fixed service (as applicable) for small and medium business customers or in the SMB terms.
[bookmark: _Toc149762748]YBT Service
[bookmark: _Toc149762749]What is the YBT service?
[bookmark: _Ref471363578]YBT is a service that allows customers to:
Purchase software or hardware; and
Acquire one or more of the fixed and mobile services, and managed ICT services as offered by Optus from time to time.
We will provide you with the opportunity to purchase YBT service and/or equipment. The components of the YBT service and/or equipment will be set out in your application form for YBT. The purchase of YBT service and/or equipment is an essential component of YBT.
[bookmark: _Toc149762750]Who supplies the YBT service and/or equipment?
[bookmark: _Ref471363564]The YBT service and/or equipment and maintenance are purchased outright from us (Optus Internet Pty Limited, ABN 14 083 164 532), subject to you successfully meeting our credit-approval criteria. 
The service includes products and services offered by the vendors identified in clause 22 and the following service options:
[bookmark: _Hlk519798684]Manage & Monitor – PC/MAC;
[bookmark: _Hlk519799017]Manage & Monitor – Mobile;
Manage and Monitor – Mobile & PC/MAC;
Cyber Security Risk Assessment;
External Network Assessment;
Firewall Security Assessment; and
Incidental Services.
[bookmark: _Toc495323265][bookmark: _Toc498276164][bookmark: _Toc498292405]We may vary the service, service options and features available to you, from time to time in accordance with the agreement.
Your selections
Your application will contain your selected service option(s), an initial contract term, the pricing and any applicable features and characteristics. We will provide the service to you based on those selections.
[bookmark: _Toc498276167][bookmark: _Toc498292408][bookmark: _Toc498276168][bookmark: _Toc498292409][bookmark: _Toc303004499][bookmark: _Toc302648096]We provide support in respect of the service options that are listed in your application provided that the service is used for business purposes and in accordance with the terms of this agreement. We do not provide support for any equipment, hardware, software, operation, application, operating systems or infrastructure unless expressly agreed in writing between the parties.
Despite clause 2.2(a), you may be eligible to purchase YBT service and/or equipment under a rental agreement with an Optus accredited financier if you successfully meet the financier's credit-approval criteria. If you wish to purchase your YBT service and/or equipment under a rental agreement and are eligible to do so you will need to familiarise yourself with the terms of that rental agreement, including (but not limited to):
the circumstances in which your rental agreement can be terminated;
any requirement to pay a cancellation fee if your rental agreement is terminated before its expiry date;
any requirement to obtain insurance; and
any right by the financier (or us as the financier's agent) to enter your site to recover the YBT service and/or equipment in the event of non-compliance with the rental agreement.
If you elect to purchase your YBT service and/or equipment under a rental agreement, we will bill you for your monthly YBT service and/or equipment payments on behalf of the Optus accredited financier.
[bookmark: _Toc149762751][bookmark: _Toc149762752][bookmark: _Toc149762753][bookmark: _Toc149762754][bookmark: _Toc149762755][bookmark: _Toc149762756][bookmark: _Toc497676174][bookmark: _Toc508715109][bookmark: _Toc149762758]Minimum Term
YBT is available on a fixed-length agreement with a minimum term of between 12 and 60 months. If you wish to enter into a Rental Agreement the term of the Rental Agreement is separate contract to the minimum term of your agreement for the fixed services referred to in clause 2.1(a).
[bookmark: _Toc149762759]Billing
If the service start date for your fixed service(s) occurs before your YBT service and/or equipment is installed, your fixed service(s) may incur charges, and you will be billed for those charges. Your monthly recurring service charges for those fixed service(s) are set out in your agreement for the fixed service(s). 
If your YBT service and/or equipment is installed before the service start date for your fixed services such that you are able to use the YBT service and/or equipment, you will be billed for the YBT service and/or equipment and in accordance with your rental agreement or your agreement with us, as applicable.
In respect of customers who wish to purchase YBT service and/or equipment under a rental agreement, if:
your YBT service and/or equipment is installed such that you are able to use the YBT service and/or equipment; and
for whatever reason the rental agreement does not proceed within 10 business days of the date on which your YBT service and/or equipment is installed,
you agree (subject to clause 10(c)) to purchase the YBT service and/or equipment outright from us on the terms set out in this agreement.
If you cancel the fixed service(s) prior to the service start date, you will (subject to clause 10(c)) still be liable for your YBT service and/or equipment charges under your agreement with us or your rental agreement, as applicable. 
[bookmark: _Ref471363612]If you wish to purchase your YBT service and/or equipment under a rental agreement and we receive your completed customer acceptance form prior to the date your rental agreement commences, we will be entitled to bill you for your YBT service and/or equipment from the date of the completed customer acceptance form.
If we begin to bill you for your YBT service and/or equipment pursuant to clause 4(e):
this is not an indication that your rental agreement has commenced; and
we will credit you with any charges that we bill and that you pay to us pursuant to clause 4(e) if your rental agreement does not proceed for any reason.
We will bill you monthly, in advance, for your monthly charges set out in your application form.
[bookmark: _Toc149762760]Site Audit, Preparation and Installation
[bookmark: _Ref471364096][bookmark: _Toc149762761]Site Audit
After you agree to purchase the YBT service and/or equipment (or to relocate existing YBT service and/or equipment ), we will need to arrange for our subcontractor to assess your site (or your new site, in the event of a proposed relocation) during business hours, to determine whether your site is "ready" for the purposes of installing the YBT service and/or equipment and whether we are able to provide YBT at your site (or your new site)
Some products and services will not require an onsite visit to complete a site audit. These will be completed via a direct contact via telephone or video conference to complete data collection
You must ensure that your site is "ready" for the standard installation of the YBT service and/or equipment.
A site that is "ready" for installation will include, but not be limited to, to you providing the following:
General Purpose Outlets (GPOs) which must be situated within 1 metre of the proposed location of the YBT service and/or equipment (number of GPOs is dependent on amount of equipment that requires power);
Approved termination frame which must be situated within 2 metres of the proposed location of the YBT service and/or equipment;
Approved Telecommunications bonded Communications Earth Terminal (CET) which must be situated within 1 metre of the proposed location of the YBT service and/or equipment;
Outlets to each phone location which must be situated within 1.5 metres of the proposed YBT telephone handset location
Customer supplied External Music on hold source which must be located within 1 metre of the YBT service and/or equipment;
Supply of patch panels, switches and patch leads on VOIP installations;
Coordination or provision of any non-telephony related items including PA and EFTPOS;
Data Network design and integration to your LAN;
Internet service to enable the provision of remote support of the YBT service and/or equipment
Sufficient space and access as required to where YBT service and/or equipment is to be located;
Lead in cable which must be run and Main Distribution Frame (MDF) installed;
Spare copper pairs as required between MDF and data cabinet/rack to where YBT service and/or equipment is to be located;
Data cabling (CAT5e or better);
Data cabling which needs to be terminated on mounted RJ45 sockets at workstations;
Data cabling which needs to be terminated on CAT5e patch panels or better and mounted in a data cabinet/rack. (Cable dependant – CAT5e cable terminates on CAT5e patch panels, CAT6 cable terminates on CAT6 patch panels);
Data cabinet/rack which must be a minimum of 550mm deep to house the YBT service and/or equipment;
Data cabinet/rack which must have space available to house the YBT service and/or equipment (2RU per chassis) along with data cabling equipment (1RU per 24 ports), switches (1RU per switch), routers and servers etc. Consultation with both IT dept and electrical/cabling contractor recommended;
Site power.
Site lighting.
Standard Building works (including air conditioning);
Structural works, drilling, paneling.
Electrical cabling, including system earth bonding provision; and
Block cabling, tie cabling, distribution cabling, excessive conduit or ducting.
If you do not allow us or our subcontractor to carry out the site audit we will not be able to provide you with YBT (or relocate your existing fixed service and YBT service and/or equipment).
Site audit activities include where:
we or our subcontractor validate your details and YBT service and/or equipment ordered;
we or our subcontractor check and document existing telecommunication services details;
we or our subcontractor check and document existing on-site cabling details;
we or our subcontractor confirm that the site is ready for a standard installation, and if not, we will advise you of additional site preparation works required to make the site ready.
We will include the above information in the technical Site Audit Acknowledgement Form.
You must:
provide access to the site for the purpose of conducting the site audit;
ensure your site contact will be available for the purposes of performing the site audit;
ensure your site contact has the technical and logistical knowledge of the site and its requirements;
at the start of the site audit, complete and sign off the Site Audit Acknowledgement Form.
The Site Audit Acknowledgement Form identifies some specific site requirements and requires you:
to confirm whether or not you have these requirements;
to acknowledge that the site audit will be completed based on the existing state of the site and based on the information provided by you in the Site Audit Acknowledgement Form.
If the state of the site changes prior to installation or the information you provided on the Site Audit Acknowledgement Form is materially inaccurate, such that it affects the installation of the YBT service and/or equipment, you may be liable to pay for any additional costs associated with changing the installation requirements. If requested by you, we will notify you of such additional costs. 
If, as a result of the site audit, we determine that your site requires a non-standard installation, we will provide you with a revised quote.
If, after the site audit is completed, you decide for any reason that you do not wish to proceed with YBT, you will be required to pay the site audit fee as indicated on your agreement. We will bill you for this charge and you will need to pay this charge to us.
[bookmark: _Toc149762762]Site Preparation
If, following the site audit, any additional site preparation works are required to make the site "ready" for the YBT installation, including, but not limited to, cabling, power upgrades, racks, and building works (the "site preparation work/s"), we will provide you with a quote to complete the site preparation works.
If you accept our quote including the item(s) for the additional site preparation works, we are responsible for completing the additional site preparation works.
If you choose to engage your contractor to complete the additional site preparation works:
We/our subcontractor will provide you with the specification, which will set out the additional site preparation works required;
you must ensure that the site preparation works are completed in accordance with the specification, the Australian Standards, The Telecommunications Cabling Provider Rules 2000 and any other applicable regulations;
you must complete the site preparation works at least 72 hours prior to the scheduled YBT installation date;
You are responsible for costs associated with rescheduling the YBT installation date as a result of:
incomplete or delayed site preparation works and which are not completed at least 72 hours prior to the scheduled installation date; and
for any delays caused where we reasonably determine that the additional site preparation works were not completed satisfactorily.
If the site preparation works are not completed at least 72 hours prior to the scheduled YBT installation date, we will provide you with 7 days notice that unless the site preparation works are completed within that notice period, we will consider that the agreement has been terminated. You will be responsible for all costs (which may include the full YBT equipment and site audit costs) incurred up to the date of termination of the agreement in addition to any fees payable under clause 8.
[bookmark: _Ref471363965][bookmark: _Toc149762763]Installation
[bookmark: _Ref471364105]A 'standard installation' of the YBT equipment means:
the work is carried out during business hours;
the site is located within 50 kilometres of the CBD of Adelaide, Brisbane, Canberra, Melbourne, Perth or Sydney;
we install, connect to existing site infrastructure and test the service supplied to the YBT service and/or equipment;
we carry out cut-over activities, including pre-cutover testing;
we install, connect and test the YBT service and/or equipment as follows:
we unpack and check the YBT service and/or equipment;
we fix the YBT service and/or equipment in suitable housing;
we connect the YBT service and/or equipment to a suitable power source;
we patch distribution cables to the YBT service and/or equipment;
we terminate your telephone handsets to the cable connecting to the YBT service and/or equipment (PABX equipment);
we connect the fixed service(s) to the YBT service and/or equipment (PABX equipment);
we configure the YBT service and/or equipment according to the configuration details in the site audit data collection form;
we complete any other activities that we expressly agreed to perform in the agreement;
we test that the YBT service and/or equipment is working
we test 4G reception to prove strongest connectivity for 4G back up through YBT equipment
we install the pre-configured YBT Firewall services and test YBT service and/or equipment is working
A 'non-standard installation' of the YBT service and/or equipment means:
the work is carried out during or outside business hours;
the site is located more than 50 kilometres from the CBD of Adelaide, Brisbane, Canberra, Melbourne, Perth or Sydney
where the YBT equipment includes contact centre software, servers, video conferencing software or equipment, DECT wireless access points, session boarder controller, YBT equipment installed at remote locations to the site, third party equipment or software integration or NEC SV9300 (PABX equipment only);
we install, connect to existing or provision new site infrastructure and test the service supplied to the YBT service and/or equipment;
we carry out cut-over activities, including pre-cutover testing;
we install, connect and test the YBT service and/or equipment as follows:
we unpack and check the YBT service and/or equipment;
we fix YBT service and/or equipment in suitable housing;
we connect YBT service and/or equipment to a suitable power source;
we patch distribution cable to YBT service and/or equipment;
we terminate your handsets to the cable connecting to the YBT service and/or Equipment;
we connect the fixed service(s) to the YBT service and/or Equipment;
we configure the YBT service and/or Equipment according to the configuration details in the data collection form;
we complete any other activities that we expressly agreed to perform in the agreement;
we test that the YBT service and/or equipment is working.
You must:
provide access to all areas of the site as required on the date of installation from the time that the installation is due to commence;
ensure a site contact is available on the installation date to provide any site specific information;
liaise with our or your contractor, if applicable.
[bookmark: _Ref471363949]Once the YBT service and/or equipment has been installed, we will ask you to complete a customer acceptance form to confirm that the YBT service and/or equipment is functioning correctly.
[bookmark: _Ref471363955]If within 10 business days of the installation of your YBT service and/or equipment you unreasonably refuse to complete a customer acceptance form and you are able to use the YBT service and/or equipment, you will be charged for the YBT service and/or equipment and installation (and will be liable to pay those charges) in accordance with the agreement.
If you do not own the site in which the YBT service and/or equipment is or is to be installed, you represent and warrant to us that you have notified the relevant owner and obtained their permission for us (or our subcontractor) to enter the site, to install, connect, maintain or remove (in the event that you default) the YBT service and/or equipment and to make physical modifications to the site in order to install or remove the YBT service and/or equipment. You must indemnify us against any claim made against us by another person in connection with our performance during the installation, maintenance or removal of the YBT service and/or equipment.
If you have a monitored service on your site, it is your responsibility to check that the monitored service is working following the installation of the YBT service and/or equipment. 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 YBT service and/or equipment (unless such loss has been caused by a negligent act or omission of Optus).
If we install the YBT service and/or equipment before provisioning of the fixed service(s) (PABX equipment only) :
we provide interface cards as a temporary rental (if required);
we install, connect and test the YBT service and/or equipment;
we connect your existing telecommunication service to the YBT service and/or equipment;
we reprogram and cut over to the fixed service(s) when it is provisioned.
[bookmark: _Toc149762764]Customer Training
On the day of the installation, and once the YBT service and/or equipment is functioning, there will be products under the YBT service we will conduct customer training, at no additional cost, on the basic user features and functions of the YBT service and/or equipment.
We will provide a 1 hour group introductory training session, to a maximum of 10 participants, presented by the installation technician at an agreed approximate time. We will give you as much notice as possible on the day of installation if the approximate time for the training session needs to be changed.
You are responsible to:
ensure that the training participants are available for the training at the agreed approximate time, (or at the revised time if applicable).
ensure that all participants are ready to start the training at the same time.
complete the "Customer Acceptance Form (CAF)" at the end of the 1 hour training session to confirm that the training session was conducted by the installation technician.
We do not warrant that we will be able to train all of your staff to the extent that you desire within the 1 hour training session. If you require additional training, this can be arranged after installation at an additional charge in blocks of 2 hours. 
Products that will have training provided are but not limited to:
PABX Phone Systems
Basic Firewall dashboard access.
[bookmark: _Toc149762765]Configuration Data Collection
After you have entered into the contract to purchase your YBT service and/or equipment, and prior to the installation of the equipment, we will contact you to request that you provide the details required to configure the YBT service and/or equipment, such as confirming security services ordered, extension mapping, hunt group details and other equipment features.
[bookmark: _Ref471364054]We will ask that you provide the information on the data collection form. We will assist you to provide the information by explaining what information is required.
[bookmark: _Ref471364060]You must:
provide the most up to date and accurate information;
provide the information within 48 hours of being requested to provide the information and sign off the data collection form.
[bookmark: _Ref471364014]You agree that any change to the configuration details, after the data collection form has been signed off, that requires an amendment to the preparation for the YBT installation or the YBT installation itself may incur additional charges. We will provide you with a quote for the additional charges. If you agree to the quote and the configuration changes will not delay the installation, we will implement those configuration changes prior to, or at, installation. If you do not agree to the quote or the configuration changes would delay installation, we will install the YBT service and/or equipment according to the configuration contained in the data collection form provided to us. You can then request us to implement the configuration changes using the MAC application process.
[bookmark: _Ref471363890][bookmark: _Toc149762766]Termination and Default
If you elect to purchase the YBT service and/or equipment from us and, before receiving the YBT equipment, you notify us of your intention to cancel your agreement for the YBT service and/or equipment, you will be responsible to cover all costs that we have incurred to date in relation to purchasing, configuring and preparing for installation of the YBT service and/or equipment and the full cost of the YBT service and/or equipment and site audit.
If you elect to purchase the YBT service and/or equipment outright from us and, after receiving the YBT service and/or equipment, you:
[bookmark: _Ref471363904]notify us, prior to the service start date of your fixed services, of your intention to cancel your agreement for the services, you will be responsible to pay all charges relating to the YBT service and/or equipment; and
default (whether or not clause 8(b)(i) above also applies), you authorise us (or our subcontractor) to enter your site to remove the YBT service and/or equipment.
In addition to any other obligations, you have under the agreement, you will be required to pay a cancellation fee, in accordance with this agreement, if your fixed service is terminated due to relocation.
[bookmark: _Toc149762767]Support
[bookmark: _Ref471364113][bookmark: _Toc149762768]General
We may provide part or all of the support services directly, or we may use one of our subcontractors, including OEM, to provide some or all of the support services.
All support services provided under this agreement will only be performed at the site addresses shown in your application.
We may cease providing support services to you at any time if:
your fixed services have been cancelled or disconnected;
the minimum term of your agreement has expired;
OEM has discontinued the provision of spare parts or support to us either directly or indirectly through authorised agents or distributors;
the YBT service and/or equipment is end of life;
you have notified us that you will be relocating to a site that cannot be economically supported by the support services;
the YBT service and/or equipment is not in good working order due to incorrect operation of the YBT equipment;
exposure to extreme temperatures or failure to provide reasonable air-conditioning or humidity control;
errors caused by security breaches such as a computer virus, worm, threat, vulnerability or attack;
defects or damage due to excessive wear and tear, spillage of food or liquids, improper storage, misuse, abuse, neglect, accident, vandalism or an intervening event, e.g. war, terrorism, flood, lightning, storms;
electrostatic interference, electromagnetic interference or power fluctuations or failure or surges of any type however caused;
YBT service and/or equipment having been installed, removed, repaired, programmed or altered by anyone not authorised and accredited by us;
your (or your agents') misuse of the YBT equipment which is not in accordance with our or OEM's published written instructions;
Your responsibilities in relation to support services include:
allowing us, or our subcontractors, full, free and safe access to the YBT service and/or equipment and all relevant documentation to permit us or our subcontractors to fulfil our obligations under this agreement;
notifying us immediately on 1300 446 996 of any malfunction of the YBT service and/or equipment;
securing the YBT service and/or equipment with appropriate passwords or PINs e.g. voicemail box;
operating the YBT service and/or equipment in the manner for which it is designed and maintaining, to the best of your ability, the appropriate operational conditions as specified by us for the YBT service and/or equipment;
not, without our prior written consent, allowing any moving, altering, modifying, adding to, detaching from or attaching to the YBT equipment, adjustments, modifications, alterations, repairs or servicing to the YBT service and/or equipment to be carried out by persons other than us;
establishing, providing and maintaining the necessary telecommunication services and other infrastructure to allow us or our subcontractors to provide remote access to the YBT service and/or equipment;
providing our staff or our subcontractor's staff (at no cost) with the necessary site and OH&S induction training to allow such staff to attend site to provide the support services.
[bookmark: _Ref471364119][bookmark: _Toc149762769]Scope of support services
If you require any assistance with your YBT service and/or equipment, you should call the YBT help desk during business hours on 1300 446 996. We will only be responsible for attending to and rectifying any technical issues during business hours.
Shortly after or during your call for support, we will provide you with a written MAC quotation for any chargeable goods and services required to fulfil your request. You will be required to provide written approval and acceptance of the MAC quotation form before we can implement the MAC request. We will bill you for these goods and services, and you will be required to pay us for these goods and services according to our standard payment terms.
[bookmark: _Toc149762770]Remote Support
In order to provide you with any support services, we require the ability to remotely access your YBT service and/or equipment so that we can perform remote investigation and initiate corrective action where required.
There are several forms of remote access that may be utilised depending upon the YBT service and/or equipment purchased:
Dial-up access (modem / PSTN service)
Broadband Internet or VPN Access.
If you provide Broadband Internet or VPN Access to your YBT service and/or equipment, it is your responsibility to provide access and the facilities for us to terminate a VPN service. We will work within the reasonable conditions of your IT security policy for remote access, however as a minimum, we require network management protocols including telnet, ICMP and SNMP.
If we are unable to remotely access your YBT service and/or equipment for any reasons attributable to you, including relating to your IT security protocols, we will not be able to provide you with assistance that requires remote access and additional charges will apply if as a consequence we need to send a technician to your site.
Where a technician is required to attend the site, support will only be provided at the site addresses shown in the application form.
[bookmark: _Toc149762771]Definition of Priority Levels – Faults
Fault are prioritised by us to ensure support services are delivered within a timeframe that is appropriate to the business impact being experienced and its potential to cause a disruption to the continuity of your business.
We use the following definitions to categorise the urgency of your fault requests. The basis for each classification is the impact (or potential impact) of a fault condition upon your business activities. The definitions refer to the effect of the fault condition upon business functionality rather than specific equipment or service failures. It is our requirement that the designated priority of fault that you categorise (in the event that you are able to, at any time in the future, log your own faults) must be consistent with the definitions shown here and the impact to your business activities.
Priority 1 – Urgent Fault:
A Priority 1 fault will arise from the failure of YBT service and/or equipment hat is performing a critical or core function within the YBT service and/or equipment which results in a severe business impact. For example: your YBT service and/or equipment is unable to process any voice calls, data transactions, IP traffic or directory functions. 
Priority 2 – Non-Urgent Fault
A Priority 2 fault will arise from a failure of YBT service and/or equipment that produces major capacity degradation, although the core system continues to function. Such fault conditions will result in a moderate business impact, or have the potential for a severe business impact. For example: multiple users are unable to access the system, a major loss of network bandwidth occurs, peripheral equipment is down or degraded, system based feature is unavailable to all system users. This classification includes a system being in a vulnerable state due to redundant component failure.
Priority 3 – Minor Fault
A Priority 3 fault will arise from a minor system fault, in the YBT service and/or equipment such as a fault condition which results in only a minor degradation in system capacity or functionality, and has little or no impact on a customer's business.
Priority 4 – 6 Routine Fault
Priority 4-6 faults represent a request to perform a service that is not directly connected with the rectification of a fault condition. Examples of activities that are associated with such requests include the performance of preventative maintenance services, battery and routine system backups.
[bookmark: _Toc149762772]YBT Help Desk – Basic Support (PAYG)
[bookmark: _Ref471364070]Basic Support is a Pay As You Go option Access to the YBT Help Desk between 9am to 5pm Monday to Friday with best efforts response and restoration time. We will endeavor to respond to any request for support in relation to the YBT service and/or equipment as soon as reasonably possible. Due to the high variability of support requests and the complex nature of technical issues, we cannot guarantee restoration times.
[bookmark: _Ref471364004]We will prioritise our response to your call ahead of all other support calls if you are a complete support plan customer.
Support calls will be dealt with as follows:
the YBT help desk will investigate the fault with you over the telephone;
if the fault cannot be resolved during the call and requires further investigation, a reference number will be issued to you;
you can contact the YBT help desk to receive the latest fault status update by quoting the reference number.
You may wish to accrue visits and put towards onsite services for a larger MAC e.g. site relocation. Each visit will be for a minimum of 2 hour or part thereof. If you require services in excess of the first hour or wish to purchase goods, we will present you with a written MAC application form as outlined in clause 9.7.
This service desk, security and desktop management service option includes the following features:
0. Remote support for supported users, software and devices
0. Incident logging and tracking
0. Installs, Moves, Adds and Changes (IMAC’s) on supported devices
0. Monthly reporting
0. Critical updates on supported software
0. Asset reporting for desktop hardware and software
0. Liaising with third party vendors to arrange for a repair or replacement of faulty supported devices and software
0. Ongoing proactive support and management of supported software and devices
0. Software support for the software provided as part of the Optus SMB cyber security solution
0. Remote enrolment and user management on the Optus cyber security software portal 
0. Custom policy configuration of supported software
[bookmark: _Toc149762773]‘yes’ Business Totality Maintenance Support
You can elect to purchase the additional maintenance support services as set out in (b), (c) or (d) below in relation to the YBT service and/or equipment for the minimum term of your agreement.
[bookmark: _Hlk74087335]Standard Support plan includes the following services
0. Access to the YBT Help Desk and log incidents from 8am to 5pm Australia wide Monday to Friday. During the minimum term, Site visit must be requested by contacting the YBT help desk. 
0. Response time will be best the following during business hours.
12. Urgent faults (Priority 1) – response within 8 business hours;
12. All other support calls – response within 8 business hours
0. We will bill you monthly, in advance, for your Standard support plan. The monthly charges are as set out in your application
Enhanced Support plan includes the following services
0. Access to the YBT Help Desk and log incidents from 8am to 5pm Australia wide Monday to Saturday. During the minimum term, Site visit must be requested by contacting the YBT help desk with a response time of 4 hours.
0. Maintenance Support is fully sported directly with the Hardware/Software supplier.
15. Urgent faults (Priority 1) – response within 4 business hours;
15. All other support calls – response within 8 business hours
15. Unlimited remote configuration and programming during business hours. This activity must be requested by contacting the YBT help desk during business hours;
15. The provision of software updates to provide new features or enhancements.
15. YBT service and/or equipment performance check of the main equipment, handsets and consumables will be performed following delivery of any support activities.
15. YBT service and/or equipment backups will be performed following the delivery of any support activities that have resulted in a reasonably significant change or modification to the YBT equipment configuration or programming. Backups conducted during a site visit will be stored at the site;
15. Performance check of surge protectors and power back up equipment connected to YBT service and/or equipment. This activity does not include the supply or installation of goods;
15. We reserve the right to determine the timing and frequency of (B), (C), (D), and (E) activities and whether performed remotely or during a site visit.
15. These services excludes the provision of goods or services to replace, enhance or re-programme the YBT equipment
0. Express parts will be dispatched next day during business days
Premium Support plan includes the following services
0. Where you have ordered Premium Support business hours plan on your application form, our response time is measured from the time the support call is logged with us and will be dealt with as follows; Access to the YBT Help Desk and log incidents from 24/7 Australia wide. During the minimum term, Site visit must be requested by contacting the YBT help desk with a response time of 2 hours.
0. Maintenance Support is fully sported directly with the Hardware/Software supplier.
18. Urgent faults (Priority 1) – response within 2 business hours;
18. All other support calls – response within 8 business hours
0. If your site is located within 50 kilometres of the CBD of Canberra, Melbourne or Sydney and you have ordered Premium Support 24/7 plan on your application form, the response time targets are as follows:
19. Urgent faults (Priority 1) – response within 2 hours;
19. All other support calls – response within 8 hours
19. For example, if you contact YBT help desk log for a non-urgent on a Friday at 4:30pm, we may not respond to the call until 12:30 pm the following Monday;
0. We will bill you monthly, in advance, for your complete support plan. The monthly charges are as set out in your application form
Exclusions :premium support services do not cover
0. equipment or software not specified in your agreement;
0. third party equipment or software;
0. YBT equipment at a location other that the site stated on your application form
[bookmark: _Ref471363917][bookmark: _Toc149762774]Moves, Adds & changes (MACs)
In the event that you require additional equipment and/or services relating to your YBT service and/or equipment beyond the scope of the YBT warranty or support service, we can provide these for an additional charge. If requested by you, we will notify you of such additional charge. 
All requests for MACs in relation to your YBT equipment should be made by contacting, in the first instance, the YBT help desk, who will discuss your requirements with you and provide you with a quote to meet your requirements. If you accept the quote, you will need to sign the MAC application form before we will begin to implement the MAC. By signing the MAC application form you are committing to purchase the specified goods and/or services. We will bill you for these goods and/or services, and you will be required to pay us for these goods and/or services according to our standard payment terms.
If you have purchased your YBT service and/or equipment under a rental agreement, we will not be able to support a change in your rental agreement to include the new goods or services purchased via our MAC application process unless the price of the goods and/or services is greater than $2,200 (inc. GST) in a single transaction. If the price of the goods and/or services is greater than $2,200 (inc. GST) and you wish to amend your rental agreement to include the new goods and/or services, you will need to execute a new rental agreement with the financier, with the end date of the new rental term to be the same as or earlier than the end date of the rental term of the minimum term of your agreement.
MACs will be categorised into 'Soft MACs' and 'Hard MACs'
0. A Soft MAC is a software change that can be done remotely where no site visit is required
0. A Hard MAC is a move, add or change where a site visit is required
0. Some MACs may require us to perform a Soft MAC and a Hard MAC
Where provision of a MAC entails shipping out additional goods to you with no related services, such as the purchase of an additional headset, we will consider the MAC to be complete once the goods have been sent to you and you have signed the courier receipt accepting the goods.
Where provision of a MAC entails provision of any services, you will need to sign a customer acceptance form on the same terms and conditions as clause 5.3(d) and 5.3(e).
[bookmark: _Toc149762775]Standard Provisioning Times
Despite any other provisions in the service description for your fixed service(s), if you acquire YBT service option, installation times for both your fixed service and the YBT equipment will vary, according to the requirements of the site and also whether any existing service features need to be transferred with the fixed service. If we are unable to complete the installation of your YBT service and/or equipment and fixed services within that timeframe for any reason we will provide you with an estimate of the time it will take to complete the installation.
Without limiting any other provision of this agreement, provisioning and installation of the YBT equipment is also subject to the availability of the YBT service and/or equipment.
[bookmark: _Ref471363593]If we are unable to provision the fixed service for any reason, you may elect to continue with your purchase of the YBT equipment either outright from us or under a rental agreement.
If for any reason we have not been able to provision your fixed services by the time your YBT service and/or equipment is installed in accordance with clause 5.3, you will be able to use the YBT service and/or equipment with a service provided by a third party service provider. That third party service provider will bill you for the services it provides and we will bill you for the services we provide, in accordance with the standard pricing table for that service.
[bookmark: _Toc522666544][bookmark: _Ref149762048][bookmark: _Toc149762776]Suspending the service
[bookmark: _Toc421796936][bookmark: _Toc455157644]We may suspend the agreement in the circumstances as set out in clause 12 of the SMB terms.
Depending on the circumstances of the suspension, you may still be liable to pay all charges arising during the suspension. 
[bookmark: _Toc497676235][bookmark: _Toc522666545][bookmark: _Ref149761599][bookmark: _Toc149762777]Cancelling the service
Where a service (including premium support services) is cancelled by you during the minimum term and a cancellation fee is payable under the SMB terms, you will need to pay us an amount equal to:
[bookmark: _Ref149762018]any unavoidable third party costs that will be incurred by Optus, in respect of the service for the remainder of the minimum term; plus
[bookmark: _Ref149762032]any other up-front costs incurred by Optus in the preparation for or in the setting up of the service or agreement; plus
[bookmark: _Ref149762037]any costs incurred by Optus in the course of the performance of the service to the date of cancellation,
less:
any fixed costs or overheads which would have been incurred by Optus in any event regardless of providing you with the service; and 
the extent to which those costs set out in sub-clauses (a), (b) and (c) have already been recouped by payments under the agreement,
unless a different formula or a specified amount is otherwise expressly provided in the agreement, including in your application.
In addition to our rights under clause 11 of the SMB Terms, we may cancel the service if we no longer hold the rights with third party service providers to enable us to supply the service to you. 
[bookmark: _Ref149762067][bookmark: _Toc149762778][bookmark: _Toc522666546]Liability
We accept liability to you in connection with the supply of the service to the extent provided in the agreement (see clause 13 of the SMB terms) and this service description.
To the extent permitted by law, we are not liable for any loss of or corruption of data.
We are not liable to you for any loss you suffer:
as a result of you failing to comply with our reasonable directions and/or any instructions provided by us in relation to the installation and/or setup of the service; or
if the service is used in a way that is inconsistent with our instructions. 
[bookmark: _Toc149762779][bookmark: _Toc149762780]Third Party Services
This service may use services from third party service providers. As far as the law allows, Optus does not offer any warranties for the services where Optus is not the manufacturer or primary service provider and the only warranties available are as set out in any applicable third party usage terms. 
Liability for your loss in connection with the services from a third party service provider which are on-supplied by Optus, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, is excluded by Optus to the extent permitted by law and is governed by the third party usage terms between you and the third party service provider. 
To the extent permitted by law, if Optus is liable to you in connection with services from a third party service provider, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, Optus excludes liability for consequential loss and limits its liability to the price you have paid for the relevant third party services. 
A third party service provider may change the service and/or remove the features and characteristics of the service available to us, in which case we will change the availability of those service features and characteristics to you and/or remove your access to those service features and/or characteristics (subject to clause 2A (Changing the Agreement) of the SMB terms).
[bookmark: _Toc149762781]Supply of equipment – our responsibilities
We agree to supply any equipment in accordance with this clause unless specifically stated otherwise in the agreement.
For equipment supplied by us under the agreement:
you are solely responsible for the equipment and for the maintenance of such equipment and complying with the terms and conditions of the manufacturer’s warranty;
other than under your statutory rights as a consumer and to the extent permitted by law, we do not offer any equipment warranty or maintenance services in relation to the equipment; and
in respect of equipment that is still within manufacturer’s warranty, we warrant that, at the time of initial installation of each item, the equipment will operate as designed or in accordance with the user manuals and other documentation supplied with such item. If any item fails to operate, you shall give us prompt notice of such failure and we at our option and expense shall either repair or replace the defective item in accordance with Australian Consumer Law.
For equipment that is not supplied by us but is still within manufacturer’s warranty, we may at your request (and at our discretion) manage the repair of such equipment through the existing warranty or by exception, through third parties and subject to any limitations set out in this service description.
For equipment whether supplied by us or otherwise, but out of warranty, we may at your request (and at our option, subject to your statutory rights as a consumer) manage the repair of such equipment.
[bookmark: _Toc149762782][bookmark: _Toc149762783][bookmark: _Toc149762784][bookmark: _Toc149762785][bookmark: _Toc149762786][bookmark: _Toc149762787][bookmark: _Toc149762788][bookmark: _Toc149762789][bookmark: _Toc149762790][bookmark: _Toc149762791][bookmark: _Toc149762792][bookmark: _Toc149762793][bookmark: _Toc149762794][bookmark: _Toc149762795][bookmark: _Toc149762796][bookmark: _Toc149762797][bookmark: _Toc149762798][bookmark: _Toc149762799][bookmark: _Toc522666548][bookmark: _Toc149762800]Your responsibilities 
[bookmark: _Toc493866944][bookmark: _Toc494206934][bookmark: _Toc495323310][bookmark: _Toc498276236][bookmark: _Toc498292479][bookmark: _Toc498609578][bookmark: _Toc499155813][bookmark: _Toc499220834][bookmark: _Toc521327438][bookmark: _Toc522107097][bookmark: _Toc522542654]You must:
notify us immediately if you become aware of any unauthorized use of, or access to, the service; 
pay for any costs incurred by us for work, repairs or warranty associated with faults caused by your approved third-party IT support;
where necessary, allow us to maintain system diagnostic computer software on your supported devices and the system to allow us to provide the service;
provide all reasonable support and information that we require to provide the service;
[bookmark: _Hlk513041364]provide all reasonable access and assistance to your system and facilities where not hosted by us, to allow us and/or our third party service providers to provide onsite support and carry out audits of your use;
[bookmark: _Ref149762084]maintain adequate and regular archiving and data backup and recovery processes for all data and activity logs;
notify us of user and device additions, replacements, or removals including: 
addition of users and devices (may incur additional charges); 
removal of users and devices (may result in cancellation charges); and
replacement of users and device as a result of an upgrade, fault, damage, or loss.
provide all reasonable assistance to enable us or our personnel, or where necessary a third party service provider, to investigate and repair a fault; and
remain (unless otherwise stated in the agreement) responsible for and respect and comply with, all licensing terms and conditions of the manufacturer or licensor of all products and the renewal of such licences.
[bookmark: _Toc498276243][bookmark: _Toc498292486][bookmark: _Toc522666549][bookmark: _Toc149762801]Your acknowledgements
[bookmark: _Toc493866953][bookmark: _Toc494206943][bookmark: _Toc495323317][bookmark: _Toc498276245][bookmark: _Toc498292488][bookmark: _Toc498609586][bookmark: _Toc499155823][bookmark: _Toc499220844][bookmark: _Toc521327440][bookmark: _Toc522107099][bookmark: _Toc522542656]You acknowledge that:
You are responsible for providing any security or privacy measures for your system and computer networks and any data stored on those networks or accessed through the service. We are not liable to you for any loss, damage, costs or expenses suffered or incurred by you as a result of your failure to provide that security.
Your failure to regularly back up all data and activity logs in accordance with clause 16(f) may result in deletion of this information during the term of your agreement, and when the service is cancelled.
You will solely bear all costs associated with operating the system unless otherwise agreed in writing between us. This includes, but is not limited to, the cost of internet access, software licences, equipment rental or lease, and telecommunications costs.
We are not liable or responsible for any loss where you have changed your equipment configurations or settings or introduced incompatible software.
We do not warrant that any item of equipment we supply to you is compatible with any equipment supplied by you. 
We are under no obligation to rectify any issue that arises out of any improper use, damage, modification or accident, to or of the service by you.
We shall not be responsible for any file maintenance, errors, data corruption, loss of data or activity logs, operational scheduling conflicts, or software failure in relation to the system. 
We are not liable for any loss or consequential damages in the event that you use the system in conjunction with any software or equipment that is not compatible with the system.
We are not liable or responsible for any loss arising as a result of a breach of network security or any other software and/or hardware issues due to malicious software or virus occurrences, whether accidental or deliberate by any persons or parties, known or unknown.
Downtime on the service may be required to conduct scheduled maintenance on the system and/or the service and to implement any changes to the system. We will try to ensure that any scheduled maintenance is conducted outside the standard support hours, but we may not always be able to do so. We will where possible, provide you with 5 business days notice of any scheduled maintenance planned to occur outside the standard support hours. We are not liable for any consequential loss, costs or damage which arises as a result of any downtime required to implement such changes and/or to conduct scheduled maintenance.
[bookmark: _Additional_Services][bookmark: _Toc498292489]No anti-virus, anti-Spam, image control, content control, or managed security service can guarantee 100% detection rate and we will not be liable in respect of any failure of the service to detect attacks on your system, web content, spam or pornographic images or for wrongly identifying as any email or web page content suspected as being a web page to be restricted or as being email containing spam or pornographic images which proves subsequently not to be so. We do not warrant that the operation of the service will be uninterruptible or error-free, or will detect and/or correctly identify and/or disinfect all threats, applications (whether malicious or otherwise) or other harmful components, or that any web applications scanned, software, or any other materials accessed through service are free from infringing materials, viruses, malicious codes and other harmful components.
[bookmark: _Toc522666550][bookmark: _Toc149762802]Modifications
[bookmark: _Toc493866966][bookmark: _Toc494206954][bookmark: _Toc495323328][bookmark: _Toc498276256][bookmark: _Toc498292499][bookmark: _Toc498609597][bookmark: _Toc499155834][bookmark: _Toc499220855][bookmark: _Toc521327445][bookmark: _Toc522107101][bookmark: _Toc522542658]Any modifications, revisions, enhancements, customisations, updates or similar changes or additions to any application software listed in the service schedule, whether free or for a fee, shall be deemed to be a part of that application software and shall be subject to the terms and conditions of the agreement.
[bookmark: _Toc149762803]Risk & Ownership
Risk in the YBT service and/or equipment passes to you once you take delivery of the YBT service and/or equipment. You acknowledge that from this time, it is your responsibility to procure appropriate insurances in respect of the YBT equipment, including any insurance required under the terms of your rental agreement (if any).
[bookmark: _Ref471363977]Ownership of the YBT service and/or equipment passes to you:
if you purchase the YBT service and/or equipment outright from us, when:
we receive your payment for the YBT service and/or equipment; and
ownership of the YBT service and/or equipment has passed to us from the YBT equipment supplier;
if you purchase the YBT service and/or equipment under a rental agreement, subject to the terms of your rental agreement and you can only deal with the YBT service and/or equipment in accordance with those terms.
If your YBT service and/or equipment is lost, stolen, damaged or destroyed:
you must continue to pay all access fees for your fixed services; and
if you have purchased the YBT service and/or equipment:
under a rental agreement, you may have other obligations under that rental agreement in these circumstances; or
outright from us but ownership of the YBT service and/or equipment has not yet passed to you under clause 19(b) above, you indemnify us against any claim and any other loss suffered by us as a result of that loss, theft, damage or destruction and this indemnity survives in full force and effect if the agreement is terminated prior to ownership passing of the YBT service and/or equipment to you.
[bookmark: _Toc149762804]YBT Warranty
[bookmark: _Ref471364140]Our goods come with guarantees that cannot be excluded under the Australian Consumer Law. You are entitled to a replacement or refund for a major failure and compensation for any other reasonably foreseeable loss or damage. You are also entitled to have the goods repaired or replaced if the goods fail to be of acceptable quality and the failure does not amount to a major failure.
In addition to your other rights and remedies as a consumer under Australian law, including those available under the Australian Consumer Law, you will also be entitled (subject to clause 20(c) below) to the YBT warranty during the YBT warranty period. Under the YBT warranty, if you experience a fault with your YBT equipment or wish to make a claim, you will need to call the YBT help desk during business hours to report the fault or to lodge your claim with us for us to assess.
[bookmark: _Ref471363987]Within the YBT warranty period, we may repair, rectify or replace the product or defective part at no additional cost to you, directly related to the defect, so that the products meets the original specification.
Should the faulty product be returned to us or our subcontractor for service, transportation costs shall be borne by us, if we reasonably determine that such product is faulty. 
The YBT warranty excludes, but is not limited to:
any accessories and consumable items (including items affected by wear and tear), such as telephone handsets, headsets, cables and cords, batteries and fuses.
defects or damage due to:
spillage of food or liquids, misuse, abuse, neglect, accident or an intervening event;
improper storage operation, maintenance testing or adjustment, exposure to extreme temperatures or moisture;
YBT equipment having been installed, repaired or altered by anyone not authorised by us;
Any removal, reinstallation, configuration and programming by anyone not authorised by us
any repairs of parts after the YBT warranty period shall be warranted for ninety days only.
you must ensure that your YBT equipment is regularly serviced by a YBT equipment maintainer that is authorised by us, otherwise you may not be entitled to the YBT warranty,
[bookmark: _Toc149762805]What do terms in this document mean?
agreement means the terms of this agreement.
approved Optus vendor means a supplier on Hardware/Software and Services under the ‘yes’ Business Totality Program. Approved Vendors listing as per clause 22.
business days means Monday to Friday, excluding national public holidays.
business hours means 8:00am to 6:00pm on business days.
complete support plan has the meaning set out in clause 9.5(b).
configuration changes has the meaning set out in clause 7(d).
customer acceptance form means the form completed by you in accordance with clause 5.3(d), 5.3(e).
data collection form means the form completed by you in accordance with clause 7(b) and 7(c).
default means you fail to pay the charges for your YBT equipment in accordance with this agreement.
essentials support plan has the meaning set out in clause 9.5(a).
fixed services means any of the Optus Outbound Voice Services, Optus Local Access Resale Services, Optus IpPhone Premier Services and/or Optus Telephony on NBN Service for SMB customers referred to in clause 1(a).
handset means the handset component of your YBT equipment.
MAC means a Move, Add, or Change to your YBT equipment. This includes any change whatsoever to your YBT equipment and/or associated services after installation.
MAC application process is the process by which you can apply to us to provide a MAC.
OEM means original equipment manufacturer.
premium support services means the additional support services, including the Essentials Support or Complete Support plans, referred to in this service description. 
remote access means the ability to access your YBT equipment electronically from another location.
rental agreement means an agreement between you and a financier nominated by us, facilitated by us as the financier's agent, under which you make monthly payments to the financier in respect of the YBT equipment.
site audit has the meaning set out in clause 5.1.
site means the location of the YBT equipment or software as specified in the Agreement.
standard installation has the meaning set out in clause 5.3(a).
support period means the period specified in the agreement (usually the minimum term) during which support services will be provided.
support services means the support services referred to in clauses 9.1 and 9.2.
third party service providers means any third party service provider of the services, identified in your agreement or notified by us to you, and includes the approved Optus vendors (set out in clause 22).
third party usage terms means any applicable terms, warranty terms, end user licence agreement, software, or support terms of the third party service provider. 
YBT equipment means a business telephone system handsets and software that are compatible with the fixed service.
YBT has the meaning set out in clause 1(a).
YBT help desk means the first point of contact for any technical issue related to YBT equipment provided to you by us (or by our subcontractor).
YBT warranty period means the period of 12 months starting from the date on which you complete the customer acceptance form.
YBT warranty refers to your rights and our obligations set out in clause 20(a).
	CONTACT DETAILS

	‘yes’ Business Totality Help Desk
	By phone – 1300 446 996
On the Internet – www.optus.com.au 

	Customer Service
	By phone – 1300 842 928
On the Internet – www.optus.com.au 

	National Relay Service
	133 677

	Translating and Interpreting Service
	131 450



[bookmark: _Toc149762806]Approved Optus Vendors under ‘yes’ Business Totality Service
Alcatel – Lucent means Alcatel. Limited, or their staff, contractors or agents.
Avaya means Avaya Australia Pty Limited, or their staff, contractors or agents
NEC means NEC Australia Pty Ltd, or their staff, contractors or agents.
Ericsson-LG means Ericsson-LG Co. Limited, or their staff, contractors or agents.
Fortinet means Fortinet, or their staff, contractors or agents
Cisco means Cisco Systems Australia, or their staff, contractors or agents
D-Link means D-Link Australia, or their staff, contractors or agents
Powertec means Powertec Communications, or their staff, contractors or agents
Optus may, from time to time, add additional vendors. 
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