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1. The service
1.1. What is the service?

(a) The service is the Optus telephony service.
(b) The service allows you to make calls and receive calls from a phone located at your premises. 

(c) The service also allows you access to a range of other telephone services, including a standard telephone number, a directory listing, provision of directory assistance and operator services and other enhanced calling features. 

1.2. Who supplies the service?
The service is supplied by the Optus group company set out in the table in clause 2.1(a).

2. Supplying the service
2.1. How we will supply the service to you
(a) We provide the services in different ways as follows:

	Service category
	How is service provided?
	Who supplies the service?
	Where are terms specific to this service?

	Optus Local telephony service
	on our cable network from a phone located at your premises
	Optus Internet Pty Limited

(ABN 14 083 164 532)
	clause 4

	Optus Local Direct  telephony service
	on our DSL network via an access line connected to our DSL network from a phone located at your premises 
	Optus ADSL Pty Limited 

(ABN 17 138 676 356)
	clause 5

	Optus Local Access Resale telephony service
	via a Telstra DSL provided service that we resell to you over an access line from a phone located at your premises
	Optus Internet Pty Limited

(ABN 14 083 164 532)
	clause 6

	Optus Telephony service on NBN only)
	on our NBN network, via a VoIP service from a phone located at your premises
	Optus Internet Pty Limited

(ABN 14 083 164 532)
	clause 7


2.2. What service-specific terms apply?
(a) There are differences between terms applying to service categories including on where the service is offered, how to connect, equipment needed and terms set by third parties.

(b) Terms specific to a particular service category are contained in Part A (clauses 4 to 7) of this service description.  Further information about a particular service category is also set out on our website at: www.optus.com.au and will be communicated to you prior to us accepting your application to obtain the service.  

(c) Terms applying to all service categories are contained in Part B (clauses 8 to 24) of this service description.

(d) Even where physically possible to connect you to a particular service, for technical and commercial reasons, we may choose not to make available the service to you at all or via your requested service category.

3. Changing the service category
(a) Subject to any obligation we have under clause 2A (Changing the Agreement) of the consumer terms or clause 2A (Changing the Agreement) of the SMB terms (as applicable), we may decide to change the service category for your service and move you for the remainder of your minimum term (if applicable) to:

(i) a pricing plan for the new service category that is reasonably comparable with your existing pricing plan; or

(ii) an alternative pricing plan for the new service category if we take reasonable steps to address any detrimental impact that the change will have on you that is more than minor. 

(b) If we decide to change your service category, we will contact you about:

(i) the new service category and pricing plan;

(ii) timing for making the change;

(iii) the impact the change will have on you; and

(iv) any other relevant matters.

(c) If we decide to change your service category, unless otherwise agreed:

(i) you will not be charged any de-installation or installation charges; 

(ii) you will not be charged for any equipment supplied for the new service category; and

(iii) there will be a pro rata reduction in charges to reflect any period while we implement the change where you experience a disruption or outage in your service.

(d) If we change your service category at either your or our request:

(i) you must cooperate with us and any third party and provide all reasonable assistance to enable the change to be implemented; 

(ii) you must provide us and any applicable third party with access to your premises, equipment and device to enable de-installation and installation as if we were cancelling and removing an existing service and connecting a new service; and

(iii) you may experience a disruption or outage in your service while we implement the change.

(e) You may at any time request that we agree to change your service category.  Unless otherwise agreed, we will consider any request as if it were an application for a new service.
(f) This clause 3
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(f) only applies to you if you entered an agreement for the service on or after 28 July 2016.  If this clause applies to you, we may ask you to agree to change your service category even though the change may have a detrimental impact on you that is more than minor.  If you refuse such a request, we may on reasonable grounds cancel the service by giving you at least 90 days' notice.  If cancellation of the service occurs under this clause, you are liable for any charges incurred up to and including the cancellation date but you are not liable for any cancellation fee or outstanding equipment charges.

(g) Reasonable grounds for us to cancel the service include if:

(i) you have no minimum term or your minimum term has expired; or

(ii) prior to your entry into the agreement with us for the service, we notified you that we anticipated we may make a specific request to you that you change your service category during your minimum term and that we may exercise a right to cancel the service if you did not accept our request.

Part A - terms specific to each service category

4. Accessing the service - via Optus Local telephony service
4.1. Terms apply to accessing the Optus Local  telephony service

	Service category
	Optus Local telephony service

	1. Connecting to the service
	(a)
To be able to access the service, your premises must be connected to our cable network.

(b)
Your premises are connected to our cable network once: 

(i)
an access line from your premises to our cable network is installed, and

(ii)
that access line and parts of our cable network necessary for us to be able to provide you with the service are activated.

	2. Installation and setup - what you may need to do
	You may be required to be present for the installation and setup of the service where the attendance of a technician is required to complete, part or all of these steps to activate your service.

	3. Restrictions on service availability
	In addition to clause 2.2(d) of this service description, access to the service is unavailable if:
(a) our cable network has not been deployed in the street where your premises are located;

(b) our cable network has been deployed in the street where your premises are located, but it has not been activated for the service; or

(c) our cable network has been deployed in the street where your premises are located and it has been activated for the service, however, for technical, operational or commercial reasons we are unable to connect your premises to our cable network (for example, due to local council zoning requirements).

	4. Call types
	The available call types for the service are set out in Optus Telephony Services Call Types.

	5. Enhanced calling features
	The enhanced calling features for the service are set out in Optus Telephony Services Enhanced Calling Features.  To access the enhanced calling features, you may need a handset which supports certain functions.

	6. Special terms for VoIP customers - outages service limitations
	(d) If you access the service by connecting a phone or handset directly to an NTD that connects to our cable network it means that we are providing you with the service as a VoIP service. 
(e) The NTD will not work if there is a mains power outage (unless you have an operating power backup - see below recommendation).  In the event of a mains power outage, you will not be able to use the service to make or receive calls, including, for example, to emergency services.  
(f) We recommend that you purchase a UPS or battery if you are relying on the service to operate in the event of a mains power outage particularly if:

(i) you may need to rely on the service to make emergency phone calls;

(ii) you have a serious illness or life threatening conditions; 

(iii) you require disability services; 

(iv) you have a compatible back-to-base home alarm system; or 

(v) you require an uninterrupted telephone line.

(g) In case of a network or power outage, we also recommend you ensure you have an alternative means to make calls (such as a charged up mobile phone).

(h) If you use the service to call emergency services (000), because it is a VoIP service, you must inform the operator of the street address of the location from where you are calling.


5. Accessing the service - via Optus Local Direct  telephony service
5.1. Terms applying to accessing the Optus Local Direct telephony service

	Service category
	Optus Local Direct telephony service

	1. Connecting to the service
	(a) To be able to access the service, your premises must be connected to our DSL network.

(b) Your premises are connected to our DSL network once: 

(i)
an access line from your premises to our DSL network is installed, and

(ii)
that access line and parts of our DSL network necessary for us to be able to provide you with the service are activated.

	2. Installation and setup - what you may need to do
	(c) You may be required to be present for the installation and setup of the service where the attendance of a technician is required to complete, part or all of these steps, to activate your service.
(d) You may be required to install and connect required equipment for the service.

	3. Restrictions on service availability
	In addition to clause 2.2(d) of this service description:
(e) access to the service is unavailable if:
(i) our DSL network has not been deployed at your local exchange where your premises are located; or
(ii) our DSL network has been deployed at your local exchange where your premises are located, but it has not been activated for the service; or

(iii) our DSL network is not available at your premises; and
(f) due to technical and commercial reasons it may not be possible to connect you to more than one access line and/or to certain enhanced calling features.

	4. Disruption to your service during connection
	(g) There will be a short term disruption to your telephone service on the day that the service is activated. During this time, you will not be able to make or receive calls. 

(h) In some instances it may take up to 3 business days for the port of your phone number to our DSL network to be fully complete. 

(i) During this connection period, you may not be able to receive some incoming phone calls.  You may wish to explore with your existing provider if you can divert your phone number during this period and to seek advice on any applicable costs.  For more details see clause 21.1(c) of this service description.

	5. Call types
	The available call types for the service are set out in Optus Telephony Services Call Types.

	6. Enhanced calling features
	The enhanced calling features for the service are set out in Optus Telephony Services Enhanced Calling Features.  To access the enhanced calling features, you may need a handset which supports certain functions.

	7. Special terms for customers also connected to certain Optus internet services
	(j) If, in addition to being connected to the service, you are also connected to one of the Optus internet services listed below in (b), and you wish to cancel the service or that Optus internet service, you must cancel all these services.  If you do not do so, we will disconnect any remaining service.
(k) The listed Optus internet services are:

(i) Optus cable internet service;

(ii) Optus DSL internet service; or
(iii) Optus DSL Direct internet service.

	8. Long distance call preselection
	If you have preselected us as your provider of long distance services (including calls to mobiles) and you wish to cancel that preselection, we may cancel the service.


6. Accessing the service - via the Optus Local Access Resale telephony service
6.1. Terms applying to accessing the Optus Local Access Resale telephony service
	Service category
	Optus Local Access Resale telephony service

	1. Connecting to the service
	(a) In order to be able to access the service, your premises must be connected to Telstra's network.

(b) You may be required to be present for the installation and setup of the service.

	2. Installation and setup - what you may need to do
	(c) You may be required to be present for the installation and setup of the service where the attendance of a technician is required to complete, part or all of these steps to activate your service.
(d) You may be required to install and connect required equipment for the service.

	3. Restrictions on service availability
	As set out in clause 2.2(d) of this service description.

	4. Disruption during connection
	(e) You acknowledge there may be a delay between when you preselect us to supply the service and when Telstra has completed all steps necessary to enable you to acquire the service from us. 
(f) You acquire, and we commence to provide, the service from the date on which Telstra has completed all steps necessary to enable you to acquire the service from us including to facilitate transfer and / or to install, test and activate the access line.

	5. Special terms on use
	(g) In using the service: 
(i) you must provide us or Telstra with safe access to your premises:
(A) to inspect or test equipment which may be causing interference or danger; and
(B) in connection with the installation, provision and maintenance or removal of the service or equipment or a facility owned by Telstra; 
(ii) if required by us or Telstra, you must make modifications to equipment owned by Telstra or other equipment to avoid danger or interference;
(iii) if you do not own the premises, you must obtain the owner's permission and you are liable to us and Telstra against a claim by the owner or occupier of the premises in relation to our or Telstra's entry onto those premises; 

(iv) you must comply with your obligations under clause 13; 

(v) if inadequate capacity in the service or your use of the service interferes, or threatens to interfere, with the efficiency of Telstra's network, you must follow Telstra's directions on how to end or avoid that interference; and
(vi) we may suspend, limit or cancel the service (including without notice) if:
(A) you fail to provide access as required under paragraph (i) above;
(B) you (or another person) interfere with the operation of the service, equipment or a facility owned by Telstra (subject to paragraph (ii) above) or makes either unsafe;
(C) we or Telstra are unable to enter the premises to inspect, repair or maintain a facility that is necessary for the supply of that service to you;
(D) you fail to make any modifications required under paragraph (ii) above;
(E) you fail to rectify any defect or inadequacy in a facility not owned or maintained by us or Telstra after being requested to do so by us or Telstra; or
(F) your use of the service interferes with the efficiency of Telstra's network and you fail to rectify the situation after notification from us or Telstra.
(h) You acknowledge that your obligations set out in clause (a) above and clause 13 of this service description are for the benefit of both us and Telstra.

	6. Nature of the service, call types and enhanced calling features
	(i) We will provide you the service based on this service description, the enhanced calling features you have selected and the provisions of Telstra's standard agreement that relate directly to the provision of the service (for example, call types made using the service, enhanced calling features and pricing), to the extent those provisions are not inconsistent with this agreement.  To access the enhanced calling features, you may need a handset which supports certain functions.
(j) Telstra supplies the service, billing data and your call records to us and we resupply the service to you. The service has the same technical configuration and features and functions when supplied by us to you as when Telstra supplies the same service to us and its own customers (except to the extent that particular services or features or functions are not made available by Telstra to us for resale).

	7. Phone number display
	Please see the Telstra's standard agreement on terms addressing the default position for your service on barring CLI on your phone.  Other terms about CLI and phone number display are set out in clause 22 of this service description.

	8. 'yes' Business Totality service option for SMB customers
	If you are an SMB customer, you may also acquire the 'yes' Business Totality service option set out in ‘Yes’ Business Totality (YBT) Service Option – Avaya, Ericsson-LG, NEC Equipment.

	9. Long distance call preselection
	If you have preselected us as your provider of long distance services (including calls to mobiles) and you wish to cancel that preselection, you may be required to cancel the service.

	10. Using an override code
	(k) If you are preselected to us and you use an override code (including calls made using a Telstra override code) to access a service of another provider to make a call, this agreement does not apply to that call. 
(l) You may be billed by us for calls made using an override code. We will bill you at the same rate as we are billed by the provider whose override code you have used.

	11. Fault rectification and service requests
	If a facility owned by you causes a fault in the service, Telstra may charge you a call-out charge and reasonable costs of restoration of the service.

	12. Ceasing access
	(a)
If we are to continue to provide the service over the access line, but responsibility for the service is to be transferred from you to another person - you will cease to have access to the service on and from the date on which we accept that person as a customer.

(b)
If we are to cease supplying the service - you will cease to have access to the service the date on and from which Telstra ceases to regard us as being contractually responsible to Telstra for the access line.

	13. Special terms if you move premises
	(m) If you move premises, you must:
(i) give us 30 days notice in writing to cancel the service, or 
(ii) transfer the access line to an incoming tenant or owner in accordance with the above terms for ceasing access.
(n) If you do not do so, you and the incoming tenant or owner will be jointly and severally liable for use of the access line (including call charges) until you transfer the service in accordance with the above terms for ceasing access.


7. Accessing the service - via Optus Telephony service on NBN 
7.1. Terms applying to accessing the Optus Telephony service on NBN service

	Service category
	Optus Telephony service on NBN 

	1. Connecting to the service
	(a) For you to be connected to the service your premises must be connected to our NBN Network.  For this to be the case:
(i) NBN Co must have undertaken the necessary installation activity at your premises.  If NBN Co has not already undertaken this installation activity we will contact NBN Co  to arrange for it to be done;

(ii) NBN Co must have supplied the NBN owned equipment to your premises; and
(iii) the NBN owned equipment must be installed in your premises. You may need an access line connected to the service.  If you do not already have an access line, we will install it.
(b) You must be the account holder of the access line to be used to connect to the service.

	2. Self-install kit and setup - what you may need to do
	(c) Optus is required by law to confirm your NBN service is working and operational. You will need to plug in your modem for us to confirm it is operational. We will remind you to do this. 
(d) You are required to use the modem that Optus supplies you. If you use a self supplied modem, you will need to tell Optus of any issues you have with your NBN service before we can rectify them.

(e) If you have received delivery of the required equipment (commonly referred to as the Optus self-installation kit or SIK) and you do not plug in/install and connect the required equipment for the service, we will automatically complete your order 10 day of us reminding to you to plug in your modem. We will begin billing you for the service when we confirm your service is operational or once we automatically complete your order (whichever occurs first). 
(f) Unless otherwise agreed, the date we begin billing under subclause b above will be your service start date. 
(g) If you are transferring your existing services to an Optus service or services on NBN, this may result in the disconnection of your existing services once successful connection has been completed.
(h) If you are:

(i) an Optus nbn FTTC customer and fail to plug in your nbn equipment within 30 working days, or

(ii) an Optus nbn HFC customer and fail to plug in your nbn equipment within 60 working days,

from your nbn equipment delivery date, your order may be cancelled automatically.

	3. Special CSG arrangements for connection and CSG Waiver
	You may have accepted our offer to connect the service after the end of the CSG maximum connection period. The CSG permits this arrangement. In these circumstances, apart from this arrangement, all of your other protections under the CSG apply.  please see clause 19 of this service description for more details about the CSG.
You may have accepted our offer on the condition that you must agree to a waiver of your rights under the Customer Service Guarantee Standard (CSG Waiver) before you can sign up to a standard telephone service provided by Optus. The CSG permits this arrangement. For more information, see optus.com.au/yourCSG.

	4. Restrictions on service availability
	In addition to clause 2.2(d) of this service description:

(i) the service is only available at premises which can be physically connected to our NBN network;

(j) the service is not available at all locations or premises; and 

(k) where premises can be physically connected to our NBN network, for technical and commercial reasons, we may choose not to supply the service to you.

	5. NBN owned equipment 
	(l) If you do not have the required NBN owned equipment, we will make arrangements with NBN Co for it to be supplied to you.  
(m) You must comply with the terms of use, supply and installation notified to you by NBN Co or us for any NBN owned equipment.

(n) NBN owned equipment remains the property of NBN Co.
(o) You acknowledge you are responsible to us for any loss or damage you cause to NBN Co network or equipment, excluding any loss to the NBN network or equipment that is caused by NBN Co or us.

(p) If you move premises, you must let us know if any of the NBN owned equipment is relocated to another address.

	6. Handsets and other equipment we supply to you
	(q) You will need to provide your own handset to use with the service.

(r) If you do not already have them, we will supply you with:
(i) a self-installation kit; and

(ii) any other equipment you order to purchase from us in your application.

	7. Equipment warranty
	(s) In addition to your statutory rights as a consumer, at no extra cost to you, we may provide a warranty with equipment you purchase from us. 

(t) Where we provide a warranty with equipment you purchase from us. if you notify us of a fault with equipment you have purchased from us within the warranty period, we will, at our option, repair or replace the faulty item at no cost to you. If we do not find a fault, or if the fault was caused by:

(i) any equipment which is not Optus or NBN owned equipment (such as your handset); 

(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 are entitled to charge you for the repair or replacement, including associated shipping, handling and / or service call fees.

(u) Outside any warranty period, subject to your statutory rights as a consumer, the maintenance of any equipment you have purchased from us is your responsibility. If we replace that equipment, we will charge you a fee, including associated shipping, handling and/or service call fees.

	8. Installation charges
	(a)
Unless the pricing plan you have selected states otherwise, you will be required to pay fees for installation.

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

	9. Special terms on use
	(v) You must ensure that you do not damage, threaten, interfere with or interrupt the operation or performance of the NBN Co service or any NBN networks.

(w) Without limiting the generality of the consumer terms (or SMB terms if applicable) you must comply with our directions and instructions in respect of the following:

(i) protecting the integrity of NBN-related networks; and

(ii) protecting the health or safety of any person.

	10. Ceasing access
	(x) If you transfer your access line to another provider after connecting to the service, cancellation of the service will occur automatically.

(y) If, as a result of (a) cancellation of the service occurs before the end of the minimum term, we will charge you a cancellation fee.

	11. Service limitations - outages
	(z) As we are providing you with the services as a VoIP service, the service operates using an NTD.

(aa) The NTD will not work if there is a mains power outage (unless you have an operating power backup - see below recommendation).  In the event of a mains power outage, you will not be able to use the service to make or receive calls, including, for example, to emergency services.  
(ab) The NTD will not work if there is a mains power Outage unless you install and charge a battery or you install a UPS for the NTD.  We recommend that you purchase a UPS or battery if you are relying on the service to operate in the event of a mains power outage particularly if:

(i) you may need to rely on the service to make emergency phone calls;

(ii) you have a serious illness or life threatening conditions; 

(iii) you require disability services; 

(iv) you have a compatible back-to-base home alarm system; or 

(v) you require an uninterrupted telephone line.

(ac) In case of a network or power outage, we also recommend you ensure you have an alternative means to make calls (such as a charged up mobile phone).

(ad) If you use the service to call emergency services (000), because it is a VoIP service, you must inform the operator of the street address of the location from where you are calling.

	12. Loss or damage we may cause
	While we will take reasonable care not to cause any damage, our connection, inspection and maintenance of the service may cause damage to your computer software, hardware or data. It may also invalidate your computer warranty. You also agree to back up all existing computer files by copying them to another storage medium or other computer before we perform the connection. However, subject to the above, we do not accept any responsibility or liability for any loss or damage our connection, inspection and maintenance of the service may cause to your computer, software, files, data and peripherals. Nothing in this clause removes or limits our liability for death or personal injury caused by our negligence, nor are your statutory rights as a consumer affected, including those under the Competition and Consumer Act 2010 (Cth).

	13. Call types
	The available call types for the service are set out in Optus Telephony Services Call Types.

	14. Enhanced calling features
	The enhanced calling features for the service are set out in Optus Telephony Services Enhanced Calling Features.  To access the enhanced calling features, you may need a handset which supports certain functions.

	15. Disability action plan and disability equipment
	In addition to clause 16 of this service description, please see our website (www.optus.com.au/disability) for disability equipment details.  However, you should note that TTY machines cannot be used with the service.

	16. Matters concerning NBN Co
	(ae) To the extent permitted by law NBN Co, all personnel of NBN Co, and each related corporation of NBN Co and all of their personnel have no liability to you arising from or in connection with the service.

(af) We are not responsible for the actions or omissions of NBN Co in connection with any NBN Co activity at your premises.

(ag) NBN Co is not the agent or representative of any Optus group company.

(ah) We do not accept (and we exclude) any liability to you for acts or omissions of NBN Co.

(ai) If NBN Co equipment at your premises is damaged or becomes inoperable, then we will not be able to supply services to you until the equipment is fixed.  If that happens, we will endeavour to ensure that NBN Co, as the owner and supplier of the equipment, repairs it within a reasonable period.  However, you acknowledge that because we do not own the equipment, the responsibility for repair of the equipment lies with NBN Co.  In some situations this may amount to an intervening event as defined in the consumer terms or SMB terms as applicable.

	17. Other matters
	(a) You may be required to be present for the installation and setup of the service. Depending on the status of the cabling to your street and premises, installation of the service may need to take place over two days which may not be consecutive days. You may be required to give multiple technicians access to your premises for this purpose.

(aj) After installation, if we make a service call at your request and there is no fault with the modem, NTD, interface device or Optus owned equipment we have supplied to you, we may charge you a service fee.


Part B - terms applying to all service categories

8. Use of the service
(a) Your use of the service is subject to the Fair Go Policy (Appendix S)
(b) If you do not own the premises, you must obtain the owner's permission to use the service.
9. Safe access to premises and assistance
(a) You must provide us and any provider with:

(i) safe access to your premises; and 

(ii) assistance to the extent reasonably needed,

to carry out connection, installation, repair, maintenance, upgrade and related activities for the service.

(b) If you do not own the premises in which the service is to be installed, you represent and warrant to us that you have notified the relevant owner (including but not limited to any body corporate of a flat or apartment building) and obtained its permission for us to enter the premises, to connect the equipment and to make physical modifications to the premises in order to install or remove the service.
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.  See the end of this service description for contact details.
(b) We are supplying the service to you and all inquiries and requests should be made to us (and not to any other provider involved in providing the service).

(c) If you contact another provider involved in providing the service directly, they may refuse to respond to your inquiry or request and may redirect you to us.

11. Updating your details

(a) You need to ensure we have your current location and contact details.

(b) We provide the address details you have provided to us to emergency call services organisations for them to use in the event of an emergency. It is your responsibility to ensure that your address details are current and correct.  In the event of a change to your details, please contact Customer Support to update your details.
12. Service Charges

12.1. What does the cost of the service depend on?

The cost of the service depends on:

(a) the pricing plan you select;

(b) fees that apply to installation and / or service establishment.  Depending on the work needed, these may include standard and non-standard charges;
(c) your use of the service (including, for example, length of call, time and day of call, destination of call and call type, and your use of any enhanced calling features); and
(d) any changes you make to your pricing plan, the enhanced calling features you use or acquire and if you accept the terms of a special.
12.2. Can you change your pricing plan?

(a) You may change your pricing plan within the one service category:

(i) if your current pricing plan allows you to change, and

(ii) if you meet the eligibility criteria of the pricing plan to which you are wanting to change (for example, your pricing plan may require you to have both local and long distance services with us).

(b) Under the terms of a pricing plan or special, there may be certain conditions relating to changing your pricing plan. 

(c) An upgrade of pricing plan (that is, to change to a pricing plan with higher monthly access fees) takes effect, at your election:

(i) within 24 hours of your request, or

(ii) on the first day of the next billing month following your request.  

(d) A downgrade of pricing plan (that is, to change to a pricing plan with lower monthly access fees) takes effect on the first day of the next billing month following your request.  

(e) Changing your pricing plan does not affect the minimum term.

13. Equipment

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

(b) If you use equipment that has not been supplied by us with the service:

(i) the operation of, and any repairs to, such equipment is your responsibility; and

(ii) you must ensure the equipment is compatible to be used with the service.

(c) In using the service, you must not:
(i) connect to a facility owned by us or another provider any equipment, including cabling, which does not meet the requirements of any technical standards made by the Australian Communications and Media Authority under the Telecommunications Legislation, or which is declared by the Australian Communications and Media Authority as prohibited under the Telecommunications Legislation;
(ii) maintain a connection of the type described in paragraph (i) above; or
(iii) authorise or consent to a connection of the type described in paragraph (i) above.
(d) a connection of the type described above in clause 13

 REF _Ref454885044 \r \h  \* MERGEFORMAT 
(c) does not include a connection which is made in accordance with:
(i) a connection permit issued under the Telecommunications Legislation; or
(ii) connection rules made under the Telecommunications Legislation where we or you are subject to such connection rules.
14. Removal of items by us or another party

(a) If you cancel the service you must allow us or another party we authorize to enter your premises to remove any facility or equipment owned by us or another party connected with the service. If we or the other party are unable to gain access to your premises, we may recover from you the value of the facility or equipment owned by us or the other party as a debt due.

(b) The Telecommunications Legislation entitles us or another provider to disconnect your equipment or cabling in certain circumstances.

15. Acting as your agent

(a) You appoint us as your agent to deal with:
(i) any current provider; and
(ii) any other party involved in providing the service (e.g. Telstra or NBN Co).
(b) As your agent, you appoint us to act with full authority on your behalf in relation to any telecommunications or other services provided by them over the access line, or in relation to the access line itself, including without limitation:
(i) to require preselection to be changed to or from us;
(ii) to cancel your existing supply arrangements with a provider;
(iii) to request access to any of your account information held by any provider; and
(iv) to receive from you, and to deal with a provider in respect of, any faults, provisioning and service change requests or maintenance issues concerning the access line or telecommunications services provided over it.
16. Disability Action Plan and disability equipment
(a) We offer a range of specific services for people with disabilities consistent with our Disability Action Plan. This plan is available on our website (www.optus.com.au/disability).

(b) Disability equipment may be available as follows:
(i) Details of disability equipment that we offer to customers are available on our website (www.optus.com.au/disability) or by contacting Customer Service.
(c) Any additional terms regarding disability assistance for your service category are set out in Part A of this service description.

17. Monitored services
If you have a monitored service on your premises, it is your responsibility to check that the monitored service is compatible with the service and that the monitored service is working following the installation of the service. We will not be liable for any loss that you may suffer as a result of a monitored service failing to work for any reason following the installation of the service.
18. Priority Assistance
Optus does not offer Priority Assistance. Telstra is a provider who does. 

19. Customer Service Guarantee (CSG)
(a) You may have certain rights and remedies under the CSG, which establishes minimum connection and fault repair times and entitles you to specified amounts of damages if they are breached. We accept liability to you in accordance with, and subject to, the CSG. For example, where installation fees are not charged, CSG rights could apply from the agreed connection date. Further details are available at www.acma.gov.au
(b) Clause 7 identifies that a customer receiving the services via Optus Telephony service on NBN may have accepted our offer to connect the service after the end of the CSG maximum connection period. The CSG permits this arrangement. 
(c) Please note that the CSG does not apply to any equipment supplied with the service.

20. Phone Numbers
20.1. How do you obtain a phone number?
If you do not already have a phone number for use with the service, we will issue you a phone number.
20.2. How are phone numbers allocated?
(a) All phone numbers are to be selected, issued to you and used in accordance with the Australian Communications and Media Authority's Numbering Plan and Telecommunications Numbering Plan Number Declarations (numbering regulations).
(b) For an additional charge, you may apply for a specific phone number.
20.3. Can we change the phone number we have issued to you?
(a) We may be required to recover or recover and replace a phone number we have issued you in order for us to comply with the numbering regulations.
(b) We will give you as much notice as is reasonably practicable if we have to do this.
20.4. Who owns the phone number?
(a) You do not own the phone number and your right to use the phone number starts when we issue the phone number to you.
(b) Your right to use the phone number ends if you no longer obtain the service unless you transfer your phone number.
(c) If you stop obtaining the service and do not transfer your phone number, we may issue your phone number to another customer in accordance with the numbering regulations.
20.5. Our liability to you in respect of phone numbers
We are not liable to you for any expense or loss incurred by you or your business due to:
(a) any recovery or recovery and replacement of your phone number under clause 20.3(a); or
(b) you ceasing to have the right to use your phone number under clause 20.4.
21. Transferring Your Phone Number
21.1. Transferring from another provider
(a) You may be able to transfer a phone number you have obtained from another provider when you connect to the service.
(b) We will not charge you a fee for transferring a phone number from another provider. However, before you transfer your phone number from another provider you should confirm the terms of your agreement with that provider, to determine what consequences, if any, there are when you transfer your phone number (including, for example, a fee for transferring or any early cancellation fees).
(c) When you transfer your phone number to us, there may be a brief period when the service is interrupted.  If supported by your existing provider, you may choose to divert your phone number to a mobile or other land line number.  You will need to contact your existing provider to arrange this diversion (if available) and to be advised of their diversion time frames and any applicable costs.
21.2. Transferring from us to another provider
(a) You may be able to transfer your phone number to another provider by request with that provider. However, this is not always possible and you may lose your phone number. 
(b) We may charge you a fee to transfer your phone number to another provider. The fee for this can be found in the standard pricing table. 
(c) You must not cancel the service before you transfer your phone number. The provider to which you have transferred your phone number will inform us that you have transferred your phone number and we will cancel the service.
(d) Subject to this limitations set out in this clause 21, you can only transfer your phone number. You cannot transfer any enhanced calling features.
(e) You may only transfer a phone number for which you are the authorised customer.
22. Phone Number Displays
(a) Unless otherwise stated for your service category in Part A of this Service Description, we automatically bar CLI on your phone. If you wish to unbar CLI on your phone, you will need to contact Customer Service.
(b) If CLI is not suppressed on your phone, your phone number may be displayed on the phone of the person you (or anyone using your phone) are calling or be traced or accessed using a call return feature. 
23. What happens if you move premises?

23.1. If you wish to continue to use the service
(a) If you move from your premises and:

(i) the service via the same service category is available at your new address and we choose to supply the service from that address; and 

(ii) you wish to continue receiving the service via that same service category,

we will cancel the service at your old address and you will be required to enter into a new agreement for the provision of the service at your new address. We may charge you:

(iii) a relocation fee; and

(iv) a fee for installation.
(b) Alternatively, if you move from your premises and:

(i) the service in the same service category is not available at your new address, but another service category is available at your new address; and 

(ii) you wish to receive the service via that other service category, 

we will cancel the service at your old address and you will be required to enter into a new agreement for the provision of the service via the new service category at your new address. We may:

(iii) charge you a relocation fee;

(iv) a fee for installation / service establishment as if it were a new service; and

(v) require you to enter a fixed-length agreement for the provision of the service at your new address.

23.2. Cancellation of service
We will cancel the service and charge you a cancellation fee if you:

(a) are on a fixed-length agreement; and
(b) move from your premises before the end of the minimum term and you do not wish to continue receiving the service or the service is not available at your new address.

23.3. Notice

You must give us sufficient notice of your new address before you move.
23.4. Special terms

Part A of this service description contains special terms for some service categories that apply if you move from your premises.

24. What do terms in this service description mean?
access line means a line or link, and the ancillary facilities over which a service is delivered, connecting your premises to a local exchange of a provider.  
cable means hybrid fibre coaxial cable.
CLI stands for calling line identification. This facility allows your phone number to be displayed on the phone of the person you are calling (if their phone is CLI enabled).
CSG means the Customer Service Guarantee which is a legislated guarantee for local telephony services and some service features.
DSL  means digital subscriber line.
enhanced calling features are the additional features you may access with the service. Descriptions of the enhanced calling features accessible with the service are set out in Optus Telephony Services Enhanced Calling Features.
integrated access device is a device used to provide access to the internet allowing voice and data across a single shared access link to a provider's point of presence.
NBN means the National Broadband Network provided by or on behalf of NBN Co.

NBN Co means NBN Co Limited, ABN 86 136 533 741.

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

(a) your local area network needs to be connected to the integrated access device;
(b) your router needs to be configured for use with the integrated access device;
(c) more than 3 metres of cabling needs to be installed between the required equipment and a distribution frame;
(d) data wiring needs to be installed; or

(e) IP handsets need to be installed in your premises in a location other than directly into the integrated access device.

NBN owned equipment means equipment owned by NBN Co and required to connect your premises to the NBN such as:

(a)
a NTD; and
(b)
if required, any additional items that may be needed for your particular telephone service to allow you to connect to the service.

NBN standard installation means an installation where we, for example:

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

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

(c)
configure the required equipment and connect to our NBN network.

NTD means network terminating device which is a modem or a combination modem and router, used to provide the link from a network to the service.

override code means a code which can be used to access a service of a provider from an access line that is not preselected to that provider.

preselect means to designate a particular provider to provide services to an access line.

provider identifies a provider of regulated telecommunications services being a "carrier" and / or "carriage service provider" as those terms are defined under Telecommunications Legislation.
Telstra means Telstra Corporation Limited (ACN 051 775 556).

Telstra's network means Telstra's PSTN network (as defined in Telstra's standard agreement), which is the network used to supply the service to you. 

Telstra's standard agreement means Telstra's Standard Form of Agreement formulated for the purpose of section 479 of the Telecommunications Act, as amended by Telstra from time to time. Telstra's standard agreement can be found at www.telstra.com.au 
transfer means to move your phone number from one provider to another provider. You may also hear transfer referred to as 'porting'.
UPS stands for uninterrupted power supply.
VoIP means voice over internet protocol.

warranty period means the period, starting from the date of delivery to you of the warranted item, 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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	By phone – 133 937
On the Internet – www.optus.com.au 
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	133 677 

	Translating and Interpreting Service 
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