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SERVICE DESCRIPTION: Optus Uecomm Services

This Service Description forms part of the Optus General Terms.

This Service Description for the Optus Uecomm Services comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and 
· Part 2: Service Option Terms.
The Service Option Terms are separate terms applicable to each of the following Optus Uecomm Service Options to be read in conjunction with both the General Terms and the Service Family Terms:
· Optus Uecomm Ethernet VPN
· Optus Uecomm Internet
· Optus Uecomm WDM 
· Optus Uecomm E-Line
· Optus Uecomm MNW
· Optus Uecomm Cloud Connect
· Optus Uecomm IP Office as a Service (IPOaaS)
SERVICE FAMILY TERMS: OPTUS UECOMM SERVICE

If there is any inconsistency between the terms of the documents that form the Agreement, they will be interpreted in the following order of precedence: the Standard Pricing Table, the Service Option Terms of the Service Description, the Service Family Terms of the Service Description, the General Terms and the Application.

1. SERVICE FAMILY
1.1
Service Description
The Optus Uecomm Services are a suite of configurable, integrated Ethernet-based communications products and associated services designed to provide a data network solution for business customers. Each of the Service Options may be comprised of: an Access Method, base service features (the essential components of the Service), and optional value-added service features. 

1.2
Optus Group Company
The Optus Uecomm Services are provided by Uecomm Operations Pty Ltd (ABN 99 093 504 100), an Optus Group Company.
2. SERVICE OPTIONS
2.1
Current:
· Optus Uecomm Ethernet VPN
· Optus Uecomm Internet
· Optus Uecomm WDM 
· Optus Uecomm E-Line
· Optus Uecomm MNW
· Optus Uecomm Cloud Connect
· Optus Uecomm IP Office as a Service (IPOaaS)
each a “Service”

3. SELECTING SERVICE OPTIONS
3.1
Some Service Options can only be provided to you on the basis that you also acquire other Service Options. Service Options which are prerequisites to other Service Options are noted in the Service Option Terms as ‘Related Service Options’. Information on prerequisite Service Options is contained in the Application or as advised by Optus when you lodge the Application.
4. COMMITTED TERM
As set out in your Application. 
5. SUPPLY, USAGE AND FUNCTIONALITY 
5.1
Service Provision
(a) Your Application (statement of work) will contain:

(i) your selected Service Option(s), the charges, and any applicable features and characteristics; and

(ii) a Target Service Start Date (where applicable), the charges and any applicable features and characteristics

(b) Optus will provision the Service, when the equipment installation (if any) is completed. You acknowledge that installation times will vary according to the requirements of any Site and availability of required on-premises equipment or carriage services (if relevant).

(c) Optus will use reasonable endeavours to meet the Target Service Start Date, however Optus does not make any warranty, representation or guarantee as to the accuracy of this date. 

(d) In order to help ensure that the Service is provisioned by the Target Service Start Date, you must make available all appropriate resources in a timely manner to enable the installation of the Service .

(e) If service provisioning is delayed due to your failure to take all reasonable steps in supporting the provisioning process or your failure to provide all requested information, Optus may, at its option:

(i) withdraw its acceptance of your Application and cancel your Service/s; or

(ii) commence charging from the Target Service Start Date.

5.2
Service Notification
(f) Optus will notify you that it has finished provisioning and commenced delivery of the Service. 
(g) Within 2 Business Days of the earlier of: 

(i) Optus issuing the notice referred to in clause 5.2(a);

(ii) Optus commencing delivery of the Service; or

(iii) you using the Service, 

you may notify Optus that you have not received the Service in accordance with this Agreement, in which case you must provide supporting information to Optus giving the reasons why the Service is not accepted.

(h) If you do not accept the Service under clause 5.2(b) then Optus will use its reasonable endeavours to rectify any fault causing  the non-acceptance of the Service by you.

(i) Optus will give notice to you when it has rectified the Fault, if any, referred to in clause 5.2(c), or that it believes there is no reasonable basis for the non-acceptance by you, and that notice will be treated as a notice under clause 5.2(a), and clauses 5.2 (b) and 5.2(e) will apply.
(j) if you again notify Optus that you do not accept the Services under clause 5.2(b), then you may raise a written dispute within 5 Business Days.

(k) If you do not give notice to Optus under clause 5.2(b), or 5.2(e) Optus is deemed to have delivered the Service and you are deemed to have accepted it in accordance with this Agreement.

5.3
Service Implementation 
(l) Optus may vary the Service or any term of this Service Description if reasonably required to do so for technical, operational or commercial reasons. 
(m) Optus may change the Access Method at any time without adjusting the charges. You acknowledge and agree that in order to change the Access Method:

(i) Optus may require access to your Premises;
(ii) different Fault Restoration and Availability Targets may apply ; and
(iii) an Excluded Outage may occur. 
6. SERVICE CHARGES
(n) The charges for the Service are set out in the Application and may depend on some or all of the following:
(i) the Service features you select in the Application;

(ii) the Service supplied; 

(iii) your use of the Service;

(iv) any modification, suspension or cancellation of or to the Service. 

(o) The charges are comprised of:

(i) Installation Charges;

(ii) Monthly Fees, recurring charges payable in advance and usage charges payable in arrears as ; and

(iii) any other charges as described in the Application or as agreed between the parties.  

(p) If the Services are provisioned in a staggered fashion, Optus may invoice you the Service Charges for  Individual Services on a pro rata basis prior to the Service Start Date for all the Services
(q) You are responsible for the installation and maintenance of cabling (including the riser in a multi-storey building) at your Premises. The Installation Charges do not include cabling costs.

(r) Any fault restoration services carried out by Optus concerning cabling on your Premises may be undertaken by Optus on a fee for service basis.

(s) The charges may vary after the Committed Term by Optus providing 30 days' notice.
(t) In the event that you cancel the Service or and Individual Service during the Committed Term the Cancellation Fee is calculated as follows:
	Committed Term
	Cancellation Fee

	Less than or equal to 12 months
	70% of all amounts that would have been payable in respect of the recurring monthly charge (including any charge in respect of the Service Interface) for the remainder of the Committed Term from the date cancellation takes effect.

	More than 12 months
	Cancellation during first 12 months

· 70% of all amounts that would have been payable in respect of the recurring monthly charge (including any charge in respect of the Service Interface) for the period between the date cancellation takes effect and 12 months after the Service Start Date; and

· 40% of all amounts that would have been payable in respect of the recurring monthly charge (including any charge in respect of the Service Interface) for the period between 12 months after the Service Start Date and the expiry of the Committed Term; or

Cancellation after first 12 months
· 40% of all amounts that would have been payable in respect of the recurring monthly charge (including any charge in respect of the Service Interface) for the period between the date cancellation takes effect and the expiry of the Committed Term.


(u) In the event that you cancel your Service or an Individual Service prior to the Service Start Date, the Cancellation Fee is calculated as follows:

	Provisioning Stage
	Cancellation Fee

(percentage of the Standard Installation Charge for the Service in the Standard Pricing Table)

	Order for the Service or Individual Service has been placed and accepted by Optus
	30%*

	Work to install the Service or Individual Service has commenced
	55%*

	Optus has begun testing the Service or Individual Service, but has not yet handed over the Service to you
	95%*

	* Plus any other unavoidable costs incurred by Optus (for example, from any third parties, such as Supplier Network costs in ordering or provisioning) for the remainder of the Committed Term in respect of the Services as a result of the cancellation, from the date the cancellation takes effect.


7. SERVICE AVAILABILITY 
7.1
Service Availability 
(v) Availability of the Service depends on and is subject to location, the configuration and limitations of the Optus Uecomm Network and Supplier Networks, and the Access Method used to deliver the Service.  
(w) Optus will use reasonable endeavours to meet the Fault Restoration targets set out in the relevant Service Option, but does not warrant, represent or guarantee the targets will be met.

(x) Where a Fault occurs and Optus determines that the Fault is an Excluded Outage, Optus will restore the Service as soon as is reasonably practicable. The Fault will be rectified when Optus notifies you that the Excluded Outage has been resolved.

(y) Where a Fault occurs and Optus determines that the Fault is a Service Outage, Optus will use reasonable endeavours to restore the Service in accordance with the Fault Restoration Targets when:

(A)
you report the Fault to the NOC;
(B)
the NOC receives a Fault Report from you;
(C)
the NOC has issued a Fault Ticket in accordance with clause 8.3; and
(D)
the Fault has been classified in accordance with clause 8.4.
The Fault will be rectified when Optus notifies you that the Service Outage has been resolved. Optus may notify you via telephone call, voice message, fax, e-mail or text message.

7.2
Calculating Compliance with Fault Restoration Targets
In determining whether Optus has remedied a Fault in accordance with the Fault Restoration Target, the relevant period for that determination is the time period commencing at the later of:

(a) the time at which the Fault is classified in accordance with clause 8.4;  and
(b) beginning of the relevant Service Coverage period;
and ending when Optus notifies you that the Fault has been remedied in accordance with clause 8.6, but counting the hours within the Service Coverage Period only.

Example: 
A critical fault on a metro Optus Uecomm Ethernet VPN service on EoC access has a 12 hour restoration target with a coverage period of 7am – 9 pm Monday to Saturday.

Where a fault ticket is issued in accordance with clause 8.3 at 4pm on Tuesday, and is remedied in accordance with clause 8.6 at 12 noon on Wednesday, the calculation is:

· 5 hours on Tuesday (4pm – 9pm), plus
· 5 hours on Wednesday (7am – 12noon)
Equals 10 hours, which is within the 12 hour restoration target
8. FAULT AND FAULT TICKETS
8.1
Reporting Faults
(a) As soon as you become aware of any Fault in the Service, you must report that Fault to Optus by telephoning the number notified to you by Optus from time to time. The number will be available 24 hours a day, 7 days a week.
(z) Faults may only be reported in accordance with this clause 8
8.2
Fault Report
(aa) Prior to reporting a Fault, you must you must take all reasonable steps to ensure that the Fault is not attributable to an Excluded Event and investigate and ascertain the cause of the Fault so as to enable you to prepare a Fault Report. 
(ab) You must provide a Fault Report to the NOC when you report a Fault.
(ac) If required by Optus, you must provide any further information in relation to the Fault, including what you have done to satisfy clause 8.2(a).
(ad) If Optus determines that the Fault is attributable to an Excluded Event, Optus may charge you for reasonable costs incurred in the investigation of the Fault, and costs of rectification, if you require Optus to rectify the Fault attributable to the Excluded Event.
8.3
Fault Tickets
(ae) Upon being notified of a Fault under clause 8.1 and receiving a Fault Report under clause 8.2(b), the NOC will assign a reference number to the Fault and will issue that reference number to you. 
(af) You must use and quote that reference number in relation to any dealings with Optus in respect of that Fault under this Agreement. 
8.4
Classifying Faults
(ag) Faults will be classified and prioritised as either, Critical Faults, Major Faults or Minor Faults by Optus. For the avoidance of doubt and for the purposes of the General Terms, only Critical Faults are classified as Interruptions. 
(ah) The parties acknowledge that the initial classification under clause 8.4(a) may change during the Remedy Period if the parties agree.
(ai) If you do not reasonably agree on the classification of any Faults under this clause 8.4 then you may request Optus to reclassify the Fault, and Optus may reclassify the Fault, but is under no obligation to do so.
8.5
“Minor” Faults
The parties acknowledge that “Minor” Faults will be assessed and remedied when Optus deems necessary and will not give rise to rebates under clause 10.

8.6
“Closure” of Fault Tickets
When Optus has remedied the Fault, it will notify you that the Fault Ticket is “closed”. 
9. MAINTENANCE
9.1
Planned Outage Periods
Optus will give reasonable notice, and will use its best endeavours to give you at least 14 days’ notice of any Planned Outage Periods and the length of any Planned Outage Periods.

9.2
Deemed Faults
If the length of any Planned Outage Period exceeds the length of the outage period notified by Optus under clause 9.1, then in respect of only that excess period:

(aj) it will be deemed to be a Fault which you have reported to the NOC;
(ak) a Fault Report will be deemed to have been received by the NOC; 
(al) it will be deemed to be a “Critical” Fault; and
(am) the NOC will promptly issue a Fault Ticket to you.
9.3
Change, replacement or modification of Optus equipment
Optus may at any time change, replace, modify, maintain or retrieve any Optus Equipment located or installed on the your sites or premises and where necessary will comply with clause 9.1

9.4
Optus is entitled to conduct Routine Maintenance without prior notice to you, in accordance with the following conditions:
(an) Optus requires outage windows to be available for Routine Maintenance from 12am Sunday to 6am every Monday (inclusive) , to be used at the discretion of Optus (“Outage Windows”);
(ao) the target maximum impact to the Service during each Outage Window if used for Routine Maintenance is 10 minutes; and
(ap) the maximum total outage to you due to Routine Maintenance conducted during Outage Windows for any calendar month is targeted to be no more than 30 minutes.
10. REBATES 
10.1
Entitlement to rebates
(aq) You are entitled to a Service Fees and Charges rebate as set out in the relevant Service Option:
(A)
for any Installation Delays; and
(B)
for any failure or failures by Optus to meet the Availability Target in respect of an Individual Service where: 
(i)
that failure or failures results from any Fault or Faults; and
(ii)
Optus has not remedied that Fault or Faults in accordance with clause 7.1 (c). 
(“Availability Target Failure”).

(ar) Optus is not liable for, and you are not entitled to any Service Fee and Charges rebate under clause 10, for any Installation Delay or Availability Target Failure where:
(A)
that delay or failure results directly or indirectly from an Excluded Outage:
(B)
you are not up-to-date with any payments due to Optus.
10.2
Rebate for Installation Delays
For any Installation Delays, you must claim the relevant rebate prior to or at the time your first Monthly Fee is due and payable.

10.3
Rebate for Availability Target Failures
For any Availability Target Failure, you must claim the relevant rebate from the Monthly Fee within 3 months of the Availability Target Failure occurring.

10.4
Rebate Remedy
Any rebate provided to you under this clause shall be your sole remedy for Optus’ 

11. SPECIAL CONDITIONS  
11.1
Resupply
Where Optus agrees to wholesale the Optus Uecomm Services to you, clauses 2.3 and 2.5(d) of the General Terms will not apply to the relevant Optus Uecomm Service and: 

(as) you agree that you will only use the Service for the purposes of your business (as notified to Optus) at the time of your Application; and
(at) you must not wholesale, refile or aggregate the Service to a Competitor.
11.2
Your delay
If you delay installation of an Individual Service or do not provide access and reasonable assistance to Optus to enable installation, for a period exceeding 30 days Optus may cancel the Service and terminate the agreement by notice in writing to You, or at its option delay delivery of the Service. Such delay is not a breach of the agreement for the Service and you will not be entitled to an adjustment of the Charges. 

12. YOUR OBLIGATIONS AND REQUIREMENTS
12.1
In using the Service, you must comply with any rules imposed by any third party whose Content or services you access using the Service or whose network your data traverses.
12.2
You are responsible for:
(b) ensuring that you have valid licence arrangements for off the shelf software incorporated into, or necessary for the provision of the Service; and
(c) overall operational design, installation, configuration and support of your equipment; and
(d) installation of the latest version of relevant software as advised or provided by Optus
13. RELEVANT APPENDICES
In using the Service you must comply with the Acceptable Use Policy and any other Appendices noted as relevant for each of the Optus Uecomm Service Options.
14. DEFINITIONS
Terms not defined in these Service Family Terms are as defined in the General Terms, unless inconsistent with the context.
Acceptable Use Policy means the policy, as may be amended from time to time and available at: http://www.optus.com.au/business/sfoa
Access Connection means any connection between your Service Delivery Point and the Optus Uecomm network.
Access Method means the Access Connection method used to deliver the Service.
Availability Target means the applicable availability target for the provision by Optus to you of access to the Service as set out in the relevant Service Option

Availability Target Failure has the meaning given to it in clause 10.1;

Access Service means the access service used to connect your Premises to the Core Network, as selected by you for the Optus Uecomm Ethernet VPN Service; 
Business Day means a day other than a Saturday, Sunday or days that are normally public holidays in Victoria;

Charges means each of the fees, charges and costs relating to the provision of the Services as set out in the Application or as those fees, charges and costs may be varied under the Agreement from time to time.

Competitor means:

(a) a carrier, other than Optus, as defined in the Telecommunications Act;
(b) a carriage service provider, other than Optus, Virgin Mobile Pty Ltd or Virgin Mobile (Australia) Pty Ltd as defined in the Telecommunications Act; or
(c) any Related Bodies Corporate of a carrier or carriage service provider, which carries on business in Australia.
Contract Representative means the representative nominated by each party and stated on the Application;

Core Network means Optus' Uecomm core Ethernet network;
Critical Fault in relation to an Individual Service means total loss of a non-redundant service element or error rate that renders the Service unusable, or any Fault which poses a hazard to the safety of your or Optus’ employees or contractors or the public in general;
Customer Equipment means any equipment not supplied by Optus;
Excluded Event means a breach of the Agreement by you, an act or omission of you or any of your Personnel or an End User, or a failure of your equipment.
Excluded Outage means Scheduled Maintenance, Routine Maintenance, Service Degradation, Excluded Event and or Force Majeure Event. 

Fault means a Critical Fault, Major Fault, or Minor Fault;

Fault Report means a written report commissioned and prepared by you which sufficiently identifies (to Optus’s satisfaction):

(a) whether the Fault results from any of your equipment, facilities, networks or systems; 
(b) the cause and symptoms of the Fault; and
(c) your reasonable opinion of what the initial Fault classification should be;
Fault Restoration Target means the applicable fault restoration target for each region as set out in the relevant Service Option;

Fault Ticket means a Fault to which a reference number has been assigned in accordance with clause 8.3;

Force Majeure Event affecting a party means any event outside that party’s reasonable control, and includes failure or fluctuation in any electrical power supply, failure of air conditioning or humidity control, electromagnetic interference, fire, storm, flood, earthquake, accident, war, labour dispute (other than a dispute solely between that party and its own Personnel), materials or labour shortage, the change or introduction of any law or regulation (including the Telecommunications Legislation) or an act or omission of any third party or any failure of any equipment owned or operated by any third party (including any Regulator, but excluding a Subcontractor).

Installation Charges means the charges for installation of the Service as set out in the Application;

Installation Delays are delays to the Installation Lead Time caused by Optus; 

Installation Lead Time is, if applicable, the time during which Optus endeavours to deliver an activated Service as set out in the relevant Service Option calculated from the date of acceptance by Optus of the Application; 

Interruption in the supply of goods or a service (including the Service and each Individual Service) means a delay in supplying or a failure to supply or an error or defect in the supply to the extent that those goods or that Service are rendered unavailable or unusable,  whether that occurs before or after the Service Start Date;

Major Fault in relation to an Individual Service means:

(au) partial loss of a service element component, with traffic re-routed to a redundant link; or
(av) reduction in link traffic carrying capacity (degradation), service still useable though impaired.
Minor Fault means:

(aw) anomalies in transmission performance;
(ax) non-service effecting alarms; or
(ay) general technical queries on the Service.
Monthly Fee means:

(az) up to and including the Committed Term, the recurring monthly price or relevant tariff specified in the Application; and 
(ba) after the Committed Term, Optus’ then current published rates for the Service or as advised to you by Optus from time to time; 
Other Costs means any costs other than the Monthly Fee or Installation Charges as set out in the Application or as Optus may advise you from time to time;
Outage Window has the meaning given to it in clause 9.4(a);

NOC means the Optus Business Uecomm Network Operations Centre;

Planned Outage Periods means the period during which Optus may carry out work on its facilities, networks or systems for any reason, including arising out of or in connection with:
(bb) installation of infrastructure;
(bc) maintenance requirements (including Scheduled Maintenance); and
(bd) software or infrastructure upgrades.
PV means the present value of the relevant amount calculated by applying a discount rate equal to 2% above the market yield for Commonwealth government bonds or the Australian bank bill swap reference rate (whichever is the lesser) with a tenure closest to the remainder of the Committed Term published in the Australian financial press at the date of notification of cancellation;
Reactive Management means the fault restoration process is activated only when you call to notify Optus of a Fault, unless the Fault has been caused by a fault in the Optus Network which affects multiple customers;  

Rebates are the % of the next month’s Monthly Fee for the Service that may be credited to you in accordance with the Optus Uecomm Service Family Terms;

Related Services means those services that are pre-requisites to obtaining the Service;

Remedy Period means the period during which a Fault is being remedied by Optus;

Routine Maintenance means maintenance conducted on the Optus Network during the Outage Windows.

Scheduled Maintenance means any maintenance Optus deems necessary as notified to you by Optus from time to time that is carried out between 10:00pm and 7:00am Australian Eastern Standard Time and does not include Routine Maintenance.

Service Coverage Period means the coverage period during which Faults will be remedied in accordance with the Fault Restoration Targets; 

Service Degradation means any degradation in the availability and/or performance of the Service that does not render the Service unusable or significantly affect the operation of the Service.

Service Delivery Point means the point at which a Service is made available for connection to your equipment. 

Service Family Terms mean the terms applicable to all Service Options set out in Part 1 of this Service Description. 
Service Options means the service options detailed at the beginning of this Service Description.

Service Option Terms mean the terms applicable to each Service Option set out in Part 2 of this Service Description.
Service Outage occurs when there is a loss of connectivity over the Optus Network solely caused by Optus' act or omission and that is not an Excluded Outage. 

Total Contract Sum means the amount which equals the sum of (inclusive of GST):

(be) the Total Monthly Fees for the Committed Term;
(bf) the Installation Charges; and
(bg) Other Costs to the extent that they relate to the Committed Term, 
as specified in the Application; and

Total Monthly Fees for the Committed Term mean the amount which equals the Monthly Fee multiplied by the number of months in the Committed Term, as specified in the Application.

SERVICE OPTION TERMS

Service Option: Optus Uecomm Ethernet VPN

This Service Option forms part of the Optus Uecomm Service Description.

The Optus Uecomm Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms; 
The Service Option Terms are separate terms for each of the Optus Uecomm Service Options to be read in conjunction with both the General Terms and the Service Family Terms:
2. DESCRIPTION OF THE SERVICE OPTION
Optus Uecomm Ethernet VPN (“the Service”) provides a layer 2 managed Ethernet service, built on technology that conforms to networking standards IEEE 802.3 and 802.1q, that enables you to connect your Premises, and share information. Each Customer Site is connected to the Core Network via an Access Service which terminates on an NTU. Data is transferred between Customer Sites using one or more VPN’s. 

3. SERVICE IMPLEMENTATION 
(a) Optus will allocate a person to coordinate the delivery of the Service with you.
(b) Your Premises connect to the Ethernet Service via an Access Service and data is transferred between your Premises using a VPN, and in accordance with the following conditions: 
(i) Access Services are associated with at least one VPN and the Core Network connects your Premises that are associated with the same VPN;
(ii) one VPN is included with each Customer Access Network Optus supplies to you;
(iii) If the Customer Access Network spans multiple capital cities, you will require an Access Service to each of your Premises plus an Inter-capital link, which connects the VPN in each capital city; and 
(iv) availability of Access Services is subject to sufficient capacity being available in the Access Network at your Premises. 
4. YOUR OBLIGATIONS AND REQUIREMENTS 
3.1
Nominal buffering of your Ethernet frames is supported by the NTU. You are responsible for packet shaping to ensure that the buffer limit is not exceeded (and so mitigating packet-loss). 
3.2
You are responsible for ensuring that your Premises are ready for installation, including but not limited to:
(bh) providing personnel contact details at your Premises; 
(bi) clearly identifying the location for installation; 
(bj) providing lead-in cabling, sufficient riser cabling to the cable rack (IDF) on the floor where the NTU is, and a termination point for copper-based services;
(bk) providing 240V AC power; and
(bl) ensuring the installation is capable of being completed by one person without scissor lifts, cable trays, core/masonry penetrations or other civil works required.
5. SERVICE LEVELS
4.1
Service Availability 
Service availability is the percentage of time the Service is available calculated as follows:

Service Availability = Available Hours ( Month Hours x 100

where:

Month Hours = 720 

Available Hours = 720 less the number of Outage Hours in the relevant month.

Outage Hours = the time the Service is not available for use due to a Critical Fault or the hours exceeding a Planned Outage Period. 

4.2
Optus' commitments on the installation, availability and performance of the Service are detailed in the Optus Uecomm Family Service Terms and as set out in Table below.  An optional premium “Star” Service Level is available on specified Access Services for an additional charge.
	Access Service
	Service Availability
	Installation Delay Rebate 
(% of first monthly fee credited); 
	Fault Restoration Targets

	
	Target
	Rebate (% of next monthly fee credited)
	
	

	
	
	Standard
	Star
	
	Standard
	Standard Agreed Coverage Period
	Star
	Star        Agreed Coverage Period

	EV.UF
	99.95%
	Not Available
	<3Hrs 0%

3-6Hrs 5%

>6Hrs 10%
	<10 bus days 0%

10-20 bus days 5%

>20 bus days 10%
	Not Applicable
	Not Applicable
	Critical Fault 4Hrs

Major Fault 12Hrs
	24 hours a day, 365 days a year;



	EV.OF
	
	
	
	
	Not Applicable
	Not Applicable
	Metro Area 4Hrs

Outside Metro 12Hrs


	

	EV.TF
	
	
	Not Available
	
	Urban Area 12Hrs

Major/Minor Rural Area 12Hrs + 1 bus day

Remote Area 12Hrs + 2 bus day
	Monday to Friday between 8am - 6pm, excluding public holidays
	Urban Area 8Hrs

Major/Minor Rural Area 8Hrs + 1 day

Remote Area 8Hrs + 2 days
	24 hours a day, 365 days a year;



	EV.T2F
	
	
	Not Available
	
	Critical Fault 4Hrs

Major Fault 8 Hrs 

Note 1
	Monday to Friday between 8am - 6pm, excluding public holidays
	Not Available 
	Not Available

	EV.E2F
	
	
	
	
	
	
	
	

	EV.EF
	
	
	
	
	
	
	
	

	EV.TE
	99.9%
	
	Not Available
	
	Urban Area 12Hrs

Major/Minor Rural Area 12Hrs + 1 bus day

Remote Area 12Hrs + 2 bus day
	Monday to Friday between 8am - 6pm, excluding public holidays
	Urban Area 8Hrs

Major/Minor Rural Area 8Hrs + 1 day

Remote Area 8Hrs + 2 days
	24 hours a day, 365 days a year;



	EV.OX.Sx  and EV.OX.Ax
	
	
	<3Hrs 0%

3-6Hrs 5%

>6Hrs 10%
	
	ULL Band 1&2  End of the next bus day

ULL Band 3  End of second full bus day
	Monday to Friday between 8am - 6pm, excluding public holidays Monday to Friday between 8am - 6pm, excluding public holidays
	ULL Band 1&2  12Hrs

ULL Band 3  26Hrs 
	24 hours a day, 365 days a year;



	Tier 1 EV.N.Sx and 
EV.N.Ax
	
	
	Not Available
	
	Critical Fault  (Metro Area) 6Hrs

Critical Fault (Outside Metro) 12Hrs

Major Fault  (Metro Area) 12Hrs

Major Fault (Outside Metro) End of next business day
	Monday to Friday between 8am - 6pm, excluding public holidays
	Not Available 
	Not Available

	EV.N.Bx
	99.9%
	
	
	
	Urban Area 14Hrs

Major/Minor Rural Area 12Hrs + 1 bus day

Remote Area 12Hrs + 2 bus day
	Monday to Friday between 8am - 6pm, excluding public holidays
	Not Available
	Not Available

	Tier 2

EV.N.AR

EV.N.A2
	Not available
	
	
	
	Critical Fault End of second  full business day

Major Fault End of third full business day. Note 2
	Monday to Friday between 8am - 6pm, excluding public holidays
	Not Available 
	Not Available

	Uecomm EoC (EV.U.EoC)
	99.95%
	
	<3Hrs 0%

3-6Hrs 5%

>6Hrs 10%
	
	Critical Fault (Metro) 12Hrs

Critical Fault (Regional) 12Hrs plus 1 business day

Major Fault (Metro) 24Hrs 

Major Fault (Regional) 24Hrs plus 1 business day
	Monday to Saturday 7am-9pm  including public holidays
	Not Available
	Not Available


Note 1  For EV.E2F, Restoration Target excludes reasonable travel times from Townsville, Rockhampton and Toowoomba to the customer site.

Note 2  For EV.N.AR and EV.N.A2 Restoration Targets are not available for ULL faults or any faults in the Telstra network. Rebates are not payable to the Customer in respect of an Ethernet VPN service where rebates have already been paid to the Customer in respect of an Availability Target Failure arising from the same incident relating to a Managed Network service or any other service which is provided as an adjunct to the Ethernet VPN service
4.3
The following are excluded from the Fault Restoration and Service Availability Levels:
(bm) your cabling for Ethernet over DSL, Ethernet over Copper and Ethernet over E1 Access Services; 
(bn) ULL for Tier 1 Ethernet over DSL Services (EV.N.Ax, EV.N.Sx) and;
(bo) any Public Switched Telephone Network component for Tier 2 Ethernet over ADSL (EV.N.AR) and Tier 2 Plus Ethernet over SHDSL (EV.N.Bx)
4.4
Installation Lead Time Targets 
The Installation Lead Times for each Access Service are set out in Table below and are subject to availability of Access Service infrastructure and suitable capacity at your Premises. The Installation Lead Times stated below do not apply during the relevant Christmas embargo period and Optus will specify substitute Installation Lead Times during this period (if applicable).

	Service Code
	Building Classification
	Installation Lead Time
(Business Days)

	EV.UF
	UF1: buildings containing an Ethernet access node and only requires a patch, an internal cable or blown fibre 
	12

	
	UF2: buildings with a CT or Uecomm cabinet that require street splicing and blown fibre or an internal cable 
	15

	
	UF3: buildings that require cabling from the nearest joint with capacity in the street up to 250m away to your cabinet/wall box
	25

	
	Construction required
	Quote required

	EV.OF
	Category 1: no external property work required 
	40

	
	Category 2: substantial construction required
	95

	EV.TF
	Category 1: existing infrastructure with switch
	10

	
	Category 2/3: existing infrastructure with no switch
	30

	
	Category 4: no existing infrastructure 
	Quote required

	EV.T2F
	Existing infrastructure
	10

	
	No existing infrastructure
	Quote required

	EV.E2F
	NA
	Quote required

	EV.EF
	NA
	Quote required

	EV.TE
	Cat 1:no external property work; minor internal work which can be completed at the time of installation
	18

	
	Cat 2: substantial internal work; minimal external work required with up to 500 m of cabling
	25

	
	Cat 3: moderate external work usually with third party consent (eg, council)
	30

	
	Cat 4: all other buildings; may require your contribution; major works may be required; third party consent
	Quote required

	EV.U.EoC
	
	25

	EV.OX.xx (ADSL & SHDSL)
	
	25

	EV.N.xx (ADSL & SHDSL)
	
	25


4.5
Requesting changes to the Service 
A request by you to modify the Ethernet Service may impact Optus' ability to meet the Availability Targets and Fault Restoration Targets. If so, Optus will advise you of these impacts, and any other impacts to the Service, including the charges. 

4.6
Limiting supply and supported protocols 
(bp) Optus may apply rate limiting to inappropriate broadcast Ethernet frames to protect the Core Network performance from degradation resulting from non-compliance of the Acceptable Use Policy.
(bq) The Service will be limited by Optus if any traffic causes disruption to the Optus Network or any Supplier Network. In particular, but not limited to, Media Access Control (MAC) addresses (Bridge Protocol Data Units with MAC addresses from 01-80-c2-00-00-00 to 01-80-c2-00-00-00-0F) will be blocked by Optus. These addresses may be varied by Optus.
6. SERVICE CHARGES
5.1
If EoC, Tier 1 ADSL or SHDSL Access Services are provided (excluding Tier 2 EV.N.AR and EV.N.A2), the provision and maintenance of the Telecommunications Line(s) over which the Service is delivered is included in the Installation Charges. These charges cover the Telecommunications Line(s) up to the Property Boundary Point of your Premises, but not other cabling. 
5.2
EV.TE (Ethernet over E1) relies on suppliers and their facilities to supply this Access Service to you. Therefore, Optus shall provide an initial estimate of charges only, but cannot confirm total charges, Installation Lead Times and the Service Start Date for this Access Service to a particular Customer Site upon executing the Application. Once the charges have been confirmed, Optus will advise you as soon as possible. If the total charges are 10% more than originally estimated , you may cancel this Access Service for the relevant Customer Site only (upon written notice to Optus within 5 Business Days of receiving notice of the confirmed charges), and will not be liable to pay the Cancellation Fee for the Service in respect of that Customer Site. 
7. DEFINITIONS 
Terms not defined in these Service Family Terms are as defined in the General Terms, unless inconsistent with the context. 
Access Network means the network connecting the Customer Access Network to the Core Network;

Customer Access Network means an Ethernet network provided by Optus to you and comprised of one or more VPNs and one or more Access Services;

Customer Sites means the Premises owned, controlled or occupied by you;

NTU means the network termination unit (which is Optus Equipment) installed at your Premises. The NTU is the boundary between the Optus Network and your equipment; 

Property Boundary Point means the point at which the Telecommunications Line enters your Premises;

Service Level means the level of service selected by you;
Telecommunications Line is the means by which the Service is delivered between the Access Network and the NTU; 

ULL means an Unbundled Local Loop defined by the telephone exchange your Premises are connected to; and

VPN means Virtual Private Network.

SERVICE OPTION TERMS

Service Option: Optus Uecomm Internet

This Service Option forms part of the Optus Uecomm Service Description.

The Optus Uecomm Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms; 
The Service Option Terms are separate terms for each of the Optus Uecomm Service Options to be read in conjunction with both the General Terms and the Service Family Terms:
1. DESCRIPTION OF THE SERVICE OPTION
The Optus Uecomm Internet Service provides you with an Internet connection and a single static IP Address, delivered over an Optus Uecomm Ethernet VPN service.  

2. RELATED SERVICES
This Service is only available in conjunction with an Optus Uecomm Ethernet VPN Service and where you comply with the Acceptable Use Policy.

3. OPTUS UECOMM INTERNET PLANS
The following plans are available to you per Service as selected on your Application:

(br) Unlimited Internet 
(i) This plan offers unlimited usage for a fixed monthly fee charged per Mbps per month and is based on the bandwidth of the Access Service providing the Internet connection. 
(ii) A single static IP address, network time protocol (NTP) and reporting are included with this plan. 

(bs) Usage based Internet:

(i) This plan comprises a minimum monthly charge plus an excess usage charge per MB. If you use more than the monthly allowance, you will be charged for each additional MB used

(ii) The minimum monthly charge allows you to download up to a specified number of GB per month.

(iii) For every 1 GB download included in your plan you can upload 4 GB without incurring excess charges.

(bt) Flat Rate Internet 

(i) This plan comprises a fixed monthly with no limitations on usage, specified per Mbps per month. 
(ii) The charge is based on the type and bandwidth of the Access Service used to provide the Internet connection.

(iii) The following value-added services are available on written request at no additional charge: up to 6 usable IP addresses, DNS (primary and secondary), mail back-up services, NTP, BGP and Usage reporting.

4. SPECIAL CONDITIONS
4.1
Optus grants to you a limited, revocable, non-transferable licence to use certain IP Addresses on the Optus Uecomm Internet service during the term of this Agreement, for the sole purpose of receiving the Services.

4.2
Your publicly assigned IP address can only be used on the Optus Uecomm Internet Service and cannot be used with a third party Internet provider  

4.3
Optus may block ports that are a threat to the Optus Network, a Supplier Network or you. Optus will provide you with a list of blocked ports. If you require a blocked port to be opened, you should use a tunnelling protocol.

4.4
In using the Service you must comply with the BGP Policy 

5. DEFINITIONS
Terms not defined in these Service Family Terms are as defined in the General Terms, unless inconsistent with the context. 
BGP Policy means the Optus Uecomm Internet Border Gateway Protocol routing policy set out in the Optus Uecomm Internet Service Guide
GB means gigabyte and 1 GB equals 1,000 MB;

IP Address means an identifier for a computer or device on a TCP/IP network;
MB means megabyte and 1 MB equals 1 million bytes;

SERVICE OPTION TERMS

Service Option: Optus Uecomm WDM (Wavelength Division Multiplexing)

This Service Option forms part of Optus’ Uecomm Service Description.

The Optus Uecomm Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms. 
The Service Option Terms are separate terms each of the Optus Uecomm Service Options to be read in conjunction with both the General Terms and the Service Family Terms:
1. DESCRIPTION OF THE SERVICE OPTON
The Optus Uecomm WDM (Wavelength Division Multiplexing) Service (“the Service”) provides high bandwidth, secure services between your Premises using optical networking technology. Each WDM circuit has a dedicated wavelength and equipment, which provides guaranteed bandwidth. Unless requested otherwise in your Application, the Service is provided as a non-protected service with power supply redundancy only, provisioned via a single path between your sites. Where requested by you in your Application, a protected configuration is provisioned via two discrete paths, with automatic switch-over to the secondary path in the event of failure of the primary path. You may also purchase the associated WDM equipment for your premises with the Service.
2. RELATED SERVICES: 
None
3. YOUR OBLIGATIONS AND REQUIREMENTS 
3.1
You are required to supply fibre patch cords and any other cabling between the Demarcation Point and your network equipment (switches).

3.2
You must provide sufficient safe space and power for any Optus Equipment used to provide the service and any WDM equipment sold to you by Optus or a third party that is associated with Optus’ provision of the Service.
3.3
If we agree to sell the WDM equipment or other associated Products to you and you agree to buy them, a detailed Product list will be included in your Application. We will invoice you for such WDM equipment and Products by either invoicing:
(a)
in accordance with agreed milestone payments in the Application (if any), commencing when Optus orders the equipment or Products and ending when it receives them into its warehouse (for example, invoicing 60% on order and 40% on receipt into the Optus warehouse); or
(b)
100% on receiving the WDM equipment and associated Products into the Optus warehouse.
Such payments are for the physical delivery of equipment and Products from the third party to Optus prior to any installation, configuration, commissioning, testing, acceptance and handover to you for the purposes of the Services. For the avoidance of doubt, such payments do not affect the Service Start Date and commencement of billing for the Service.
You acknowledge that these are third party Products to which clause 4 of the Optus General Terms applies. The standard warranty and service terms that apply to these Products can be found at:
	Huawei
	http://support.huawei.com/enterprise/NewsReadAction.action?newType=05&contentId=NEWS1000006975; and/or

	Ciena
	Available on request


4. SERVICE LEVELS
4.1
Subject to availability of Access Service infrastructure and suitable capacity at your Premises, the Installation Lead Time for the WDM services is 55 days for a fibred site already connected to the Optus Uecomm Network.  For any other site, the Installation Lead Time is on application. The Installation Lead Times do not apply during the relevant Christmas embargo period and Optus will specify substitute Installation Lead Times during this period (if applicable.

4.2
Optus' commitments on the installation, availability and restoration of the WDM Service are detailed in the Optus Uecomm Service Family Terms and as set out in Table A below.
Table A: 

	Agreed Coverage Period
	Service Availability Target
	Availability Rebate (% of next monthly fee credited)
	Installation Delay Rebate (% of next monthly fee credited)
	Fault Restoration Targets

	24 x 7 x 365
	99.95%
	< 3hrs 
0%
	< 10 Bus. Days 0%
	Critical Fault  4hrs

Major Fault    8hrs

	
	
	3-6hrs
5%
	10-20 Bus. Days 5%
	

	
	
	>6 hrs
10%
	> 20 Bus. Days 10%
	


5. DEFINITIONS 
Terms not defined in these Service Terms are as defined in the General Terms, unless inconsistent with the context. 
In this Service Description, unless the contrary intention appears:
Access Service means access services that are used to connect Customer Sites;
Agreed Coverage Period means the hours in which faults will be remedied;
Critical Fault means total loss of a non-redundant service element that renders a Service unusable;

Customer Site means Premises owned, controlled or occupied by you;

Demarcation Point means the point at which the Optus Equipment ends and connects with your equipment. For the purposes of these Service Terms, the Demarcation Point is Optus' fibre termination panel (FTP) or patch panel;

Major Fault means partial loss of a service element component through an intermittent event such as an interface flap that results in traffic being rerouted to a redundant link or reduction in link traffic carrying capacity (degradation), whereby the Service is still useable though impaired;

Service Availability Target means the amount of time the Service is available for use each calendar month.

SERVICE OPTION TERMS

Service Option: Optus Uecomm E-Line
This Service Option forms part of Optus’ Uecomm Service Description.

The Optus Uecomm Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms. 
The Service Option Terms are separate terms for each of the Optus Uecomm Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms:
1. DESCRIPTION OF THE SERVICE OPTON
The Optus Uecomm Ethernet E-Line service provides a flexible, scalable, and cost-effective layer 2 managed point to point Ethernet service built on technology conforming to the IEEE 802.3 and 802.1q standards that allows customers to link their business sites and share information. The service is a dedicated point-to-point link with no aggregation network contention and can scale upwards from 1Gb. Each service terminates on an NTU at both Customer Sites. Data is transferred between Customer Sites using one or more VLANS.

Each Service is provided as a non-protected service provisioned via a single path between your Customer Sites.
You may also purchase the associated equipment for your premises with the Service. 
2. RELATED SERVICES:
None

3. YOUR OBLIGATIONS AND REQUIREMENTS
3.1
You are required to supply fibre patch cords and any other cabling between the Demarcation Point and your network equipment (switches).

3.2
You must provide sufficient safe space and power for any Optus Equipment used to provide the Service and any equipment sold to you by Optus or a third party that is associated with Optus’ provision of the Service.
3.3
If we agree to sell the equipment or other associated Products to you and you agree to buy them, a detailed Product list will be included in your Application. We will invoice you for such equipment and Products by either invoicing:

(a)
in accordance with agreed milestone payments in the Application (if any), commencing when Optus orders the equipment or Products and ending when it receives them into its warehouse (for example, invoicing 60% on order and 40% on receipt into the Optus warehouse); or

(b)
100% on receiving the equipment and associated Products into the Optus warehouse.

Such payments are for the physical delivery of equipment and Products from the third party to Optus prior to any installation, configuration, commissioning, testing, acceptance and handover to you for the purposes of the Services. For the avoidance of doubt, such payments do not affect the Service Start Date and commencement of billing for the Service. For the avoidance of doubt, such payments do not affect the Service Start Date and the commencement of billing for the Service.
You acknowledge that these are third party Products to which clause 4 of the Optus General Terms applies. The standard warranty and service terms that apply to these Products can be found at:

	Huawei
	http://support.huawei.com/enterprise/NewsReadAction.action?newType=05&contentId=NEWS1000006975; and/or

	Ciena
	Available on request


4. SERVICE LEVELS
This section sets out the parameters against which the performance of the Ethernet E-Line Service is measured.

4.1 Provisioning the Service

(a) Following acceptance by Optus of a signed Application from you, a Customer Implementation Manager is allocated to coordinate the delivery of the Service. The Customer Implementation Manager will work with you to determine the rollout schedule and will keep you updated throughout the deployment.

(b) The standard installation process consists of the Access Service being provisioned and configured to meet the operational specifications agreed during the design phase. You are responsible for ensuring that the Customer Site/s are made ready for the standard installation. This means that:

· valid Customer Site contacts must be provided

· the Customer Equipment rack or location must be clearly specified and labelled

· there must be standard 240V AC power available

· you are responsible for the provision of any UPS

· the installation must be possible by normal means and must be able to be undertaken by a single person
· there must be no requirement for scissor lifts, cable trays, core/ masonry penetrations or other sundry civil works to be undertaken.

· if your Customer Site is a data centre, you are responsible for procuring a cross-connect between Optus’ nominated fibre handoff at the data centre’s carrier room and your rack which contains the E-Line NTU.
(c) The Installation Lead Times are subject to confirmation by Optus that the Access Service infrastructure and capacity are available at the Customer Site.

4.2 Managing the Service

Optus’ network on which the Service is delivered is managed and monitored by the NOC. You may contact the NOC 24 hours a day, 365 days a year, and can report a Fault or make an enquiry at any time. Your enquiry will be actioned within the Agreed Coverage Period.

4.3 Service Level Agreement
Optus offers service level targets (SLA) on the installation, availability and performance of the Service. In some cases, rebates apply if Optus fails to meet those targets.

Service Availability is the percentage of time the Service is available for use each calendar month, measured on a calendar monthly basis and calculated using the following formula:

Service Availability = Available Hours / Month Hours x 100, where 

· Month Hours = 720 hours

· Available Hours = Month Hours less the number of Outage Hours in the relevant month

	Agreed Coverage Period
	Service Availability Target
	Availability Rebate (% of next monthly fee credited)
	Installation Delay Rebate (% of next monthly fee credited)
	Fault Restoration Targets

	24 x 7 x 365
	99.95%
	Not Available
	<10 Bus. Days 0%

10-20 Bus. Days 5%>

>20 Bus. Days 10%
	Critical Fault 4hrs

Major Fault 12 hrs


Outage Hours = the amount of time the Service is not available for use each calendar month due to:

· a Critical Fault; or

· The number of hours exceeding a Planned Outage Period.

Outage Hours do not include:

· an outage that is the result of a Force Majeure Event;

· any period of time where Optus is waiting on action or information from you or a third party that is necessary to rectify an outage;

· an outage directly or indirectly caused by your equipment or your or a third party’s facilities, networks or systems;

· an outage during a Planned Outage Period;

· any period of time outside the Agreed Coverage Period; or

· a Major Fault.

4.4 Change Management
You may request that a change be made to your Service. Optus will advise you if Optus considers that a change request made by you will affect our ability to meet the Service Levels for the Service. If you proceed with that change, the Service Levels will not apply to the extent that Optus has advised you that our ability to meet the Service Levels will be affected by the change.

Once a change request is received, Optus will advise you as to whether a variation to your Agreement is required, the timeframe for delivery and any applicable charges. Optus will allow the following changes:

	Change type
	Description

	Configuration change
	Change to the configuration of ports and VLANs at an Access Service, with no change to the Access Service itself. For example, to combine VLANs on separate ports onto a trunk port, or to configure two ports onto the same VLAN (for redundant configurations).

	Bandwidth upgrade
	Occurs where the bandwidth of the Service is increased. All existing Access Service features remain the same and a new service does not need to be provisioned.

	Bandwidth downgrade
	You can request bandwidth reduction on a specific Access Service as part of a network redesign, provided there is no change to the Total Contract Sum.

	Service Relocation
	Occurs where you change the location of your current Service within Australia, and all existing Access Service features remain the same. If Optus is unable to relocate the Service and you wish to cancel the Service, you remain liable for all charges due for the remainder of the Committed Term.


5. DEFINITIONS 
Terms not defined in these Service Terms are as defined in the General Terms, unless inconsistent with the context. 
In this Service Description, unless the contrary intention appears:

Access Service means Ethernet access services that are used to connect Customer Sites;
Agreed Coverage Period means the hours in which faults will be remedied;
Critical Fault means total loss of a non-redundant service element that renders a Service unusable;

Customer Site means Premises owned, controlled or occupied by you;

Major Fault means partial loss of a service element component through an intermittent event such as an interface flap that results in traffic being rerouted to a redundant link or reduction in link traffic carrying capacity (degradation), whereby the Service is still useable though impaired;

NTU means the network termination unit installed by Optus at the Customer Site;

Service Availability Target means the amount of time the Service is available for use each calendar month;

VLAN means Virtual Local Area Network;
Demarcation Point means the point at which the Optus Equipment ends and connects with your equipment. For the purposes of these Service Terms, the Demarcation Point is Optus' fibre termination panel (FTP) or patch panel;

UPS means an uninterruptible power supply or uninterruptible power source.

SERVICE OPTION TERMS
Service Option: Optus Uecomm Managed Network Service (MNW)

This Service Option forms part of Optus’ Uecomm Service Description.

The Optus Uecomm Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms. 
The Service Option Terms are separate terms each of the Optus Uecomm Service Options to be read in conjunction with both the General Terms and the Service Family Terms:
1. DESCRIPTION OF THE SERVICE OPTION
The Optus Uecomm MNW Service (“the Service”) is a continuously monitored service comprised of a Managed Router Service (“MRS”) and an optional Managed Firewall Service. The MRS provides you with a fully managed business grade layer 3 network, across multiple Premises, including the provision of Optus Equipment and the monitoring and management of your data network. 

2. RELATED SERVICES
2.1 This Service is only available in conjunction with an Optus Uecomm Ethernet VPN Service and you comply with the Acceptable Use Policy
3. OPTUS OBLIGATIONS AND REQUIREMENTS
3.1 Optus Equipment
Optus will provide Optus Equipment, which will act as the boundary between the Optus Network and the Customer Equipment. 
3.2 Management Services
Optus will provide the following core suite of management services as part of the Service:

(bu) design;
(bv) transition;
(bw) configuration management; and
(bx) change management
as described in more detail below. 

3.3 Design 
Optus will identify the business data requirements and design the solution (including hardware, maintenance, monitoring and reporting) to deliver the Service. The network design will include all aspects of; WAN services, routing equipment, firewall management (if applicable), configuration of individual components, network management tools, reporting requirements and compliance with Service Levels.  

3.4 Transition
Optus will be responsible for the transition and migration of your data network environment and services from the existing arrangements to the Service 

environment, which will be documented in a transition plan. The transition plan will

include: deliverables and timings, project team structure, pre-migration support

commitments, activities to be undertaken by you and acceptance criteria.

3.5 Configuration Management
Optus will:

(by) provide a description of your data network components including management configuration, Optus Equipment and software specifications; 
(bz) configure relevant management components as required to monitor your data network;
(ca) store  and maintain relevant configurations in a secure database, including changes to your data network as a result of the change management or fault resolution process;
(cb) automate backups of device configurations up to the last 3 updates; 
(cc) check and adjust your data network’s configuration remotely, and where required recommend upgrades of equipment and/or associated services; and
(cd) provision access to a website displaying configuration information and enabling you to download management reports, submit problems and review current service status.
3.6 Change Management
(ce) Optus will supervise, manage, classify and implement all agreed changes to the Service requested by you. All change requests should be sent to the Contract Representative.
(cf) Optus will:

(i) provide, update and manage the processes by which changes are made to the Service;
(ii) log and track all change requests from receipt to completion;
(iii) plan, test, coordinate, implement, configure, certify, manage and monitor approved changes to the Services in accordance with Optus’ change management procedures as may be notified to you from time to time,;
(iv) coordinate all internal and external parties to execute approved change requests;
(v) review and schedule all proposed changes, including details of any proposed scheduled outages and communicate those details to you in accordance with Optus’ change management procedures;
(vi) where appropriate, develop a contingency plan for changes prior to implementation; and 
(vii) update relevant technical, management, operational and procedural documentation for all implemented changes and distribute the updated documentation to you.
4. YOUR OBLIGATIONS AND REQUIREMENTS 
4.1 You are responsible for the maintenance and restoration of cabling at your Premises. 
4.2 You must:
(cg) where requested by Optus, provide all necessary approvals, business forecasts and strategic direction in a timely manner; 
(ch) provide adequate housing and a suitable environment for the Optus Equipment including standard 240V power supply and
(ci) comply with requests by Optus to reset or reboot the Optus Equipment.

5. SERVICE LEVELS
5.1 The delivery of the Service will be coordinated by a delivery representative who wills liaise with you to determine the implementation schedule.
5.2 Optus' targets on the installation, availability and performance of the Service are set out below. The Agreed Coverage Periods for the Service are  24 x 7, except for Equipment Maintenance which is specified in your Agreement.
5.3 The target Installation Lead Time for provisioning the Service is 10 Business Days from the installation of the Optus Uecomm Ethernet VPN Service, or 30 Business Days from the date the Service is ordered in accordance with the Agreement (whichever is the later).
5.4 Table A: Installation Delay Rebates:
	Delay on Target Installation Time
	% of first monthly fee credited

	< 10 Business Days
	0%

	10-20 Business Days
	5%

	>20 Business Days
	10%


5.5 Table B: Availability Targets:
	Service Performance
	Service Availability Target
	Rebate

(% of next monthly fee credited

	Customer Site to network management centre average RTT of < 220ms (320ms for sites in Perth and environs).
	99.85%
	<3 hrs 0%

3-6 hrs 5%

>6 hrs 10%


5.6 Table C: Fault Response and Restoration Targets:
	Fault Category
	Service Desk Response
	On Site Response 
(excluding Equipment Maintenance*)

	
	Standard Response Time
	Standard Resolution Time
	CBD & Metropolitan Site
	Regional Site
	Remote Site

	Critical 
	<30 min
	< 6 hours
	< 4 hours
	< 6 hours
	< 8 hours

	Major 
	<90 min
	<8 hours
	< 8 hours
	<10 hours
	<12 hours

	Minor
	<1 Bus Day
	<5 Bus Days
	<2 Bus Days
	<3 Bus Days
	<4 Bus Days



*On-site response SLAs for Equipment Maintenance are specified in your Agreement.
5.7 Rebates are only payable once in respect of the same Interruption. Rebates for Availability Target Failures will not be payable in respect of the Service, if Rebates have been paid to you in respect of an Availability Target Failure arising from the same or a related incident in connection with the Optus Uecomm Ethernet VPN Service. 
5.8 Optus may from time to time notify you if there are significant variations to your network usage patterns that may, if not corrected, affect Optus’ ability to meet the Availability Targets. Optus may then recommend hardware, software or capacity upgrades to maintain the integrity of the Service. You must, at your cost upgrade your hardware, software and capacity in accordance with Optus’ recommendation, to accommodate the varied usage and continue to receive the benefit of the Service Levels.
6. DEFINITIONS
Terms not defined in these Service Terms are as defined in the General Terms, unless inconsistent with the context. 

CBD & Metropolitan Site means any site within a 25km radius of a General Post Office in any of the following Australian Capital Cities:  Sydney; Melbourne; Brisbane; Adelaide; Perth; Canberra. Other Australian Capital Cities (eg Darwin and Hobart) are deemed “Regional” for the purposes of this definition;

On-Site Response measures the time it takes Optus or third parties to attend Site to commence resolution of an incident;

Optus Uecomm Ethernet VPN Service means the service described in the Optus Uecomm Ethernet VPN Service Terms as provided by Optus.
Regional Site means any site within a 25 kilometre radius of a major population centre comprising 50,000 or more residents;

Remote Site means any site greater than a 25 kilometre radius of a major population centre comprising 50,000 or more residents.
Simple MAC means a move, add or change affecting a single element that can be performed remotely with no on site requirement and no change to design;

Standard Resolution Time is the time between the Fault being logged with the NOC and rectification of the Fault in accordance with clauses 7 and 8 of the Optus Uecomm Service Family Terms;

Standard Response Time means the time between you calling the NOC and receiving an email or call from the Optus NOC advising you of the actions being taken to rectify the Fault;
SERVICE OPTION TERMS
Service Option: Optus Uecomm Cloud Connect
This Service Option forms part of Uecomm Service Description.

The Uecomm Cloud Connect Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms
The Service Option Terms are separate terms applicable to each of the Optus Uecomm Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms
1. DESCRIPTION OF THE SERVICE OPTION
The Optus Uecomm Cloud Connect Service (“the Service”) provides private and secure high bandwidth connectivity between:

(i) a Customer Site and a data centre; and 
(ii) data centres within a specific ring (there are two separate rings, one in New South Wales and another in Victoria), 
by using shared infrastructure built on OTN Switch/WDM technology which utilises  Uecomm fibre. This Service may also be used for storage networking and data replication.

The Service enables you to seek access to third party data centre cloud providers within a specific ring but does not include connectivity to cloud enabled services.

Unless requested the Service is provided as a non-protected service provisioned via a single path between your sites. A protected configuration is provisioned via two discrete paths, with automatic switch-over to the secondary path in the event of failure of the primary path.
2. RELATED SERVICE OPTION 
None

3. AVAILABLE SERVICES AND SERVICE FEATURES 
(cj) Data Centre to Data Centre connectivity (“DC to DC”) 
This service connects your data centre which is already on a ring to an Eligible Data Centre within the same state. This service is only available if you already have a presence in the Eligible Data Centre.  An additional feature of the DC to DC offering is that it can be offered with Line Side / Path Protection. If enabled, this feature will allow traffic between the two data centres to be re-routed in the event of a fibre failure (e.g. traffic will change from clockwise around the ring to anticlockwise).
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	DC to DC - Configuration

	Properties 
	Options

	Technology
	· OTN Switch / WDM

	Handoff Medium 
	· Single Mode Fibre

	Service Types
	· 1G.
· FC100.
· FC200.
· FC400.
· FC800.
· 10G.

	Connector type (customer end)
	· N/A

	Interface Protection
	· No

	Line Side / Path Protection
	· Yes
· No

	Chassis Protection
	· No

	Uecomm Demarcation Point 
	· Patch Panel  - for example: meet me room


(ck) Customer Site to Nearest Data Centre connectivity (“Site to Nearest DC”) 
This service uses Uecomm fibre to connect a Customer Site directly to an Eligible Data Centre in the same state.  This service is only available if you already have a presence in the Eligible Data Centre. 

This service should be selected when you wish to connect a Customer Site to a data centre which is geographically closest to the Customer Site. This is to reduce the fibre connection build costs.  Please note that if you wish to access a different data centre in the same ring (i.e., not the data centre nearest to the Customer Site), you should select Site to DC.
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	Site to Nearest DC - Configuration

	Properties 
	Options

	Technology
	· WDM

	Handoff Medium 
	· Single Mode Fibre

	Service Types
	· 1G.
· FC100.
· FC200.
· FC400.
· FC800.
· 10G.

	Connector type (customer end)
	· LC
· SC

	Interface Protection
	· No

	Line Side / Path Protection
	· No

	Chassis Protection
	· No

	Uecomm Demarcation Point
	· Customer Site – client side patch panel on the NTU
· DC – Patch Panel 


(cl) Customer Site to Data Centre connectivity (“Site to DC”): 

This service connects a Customer Site to any Eligible Data Centre nominated by you in the same state provided that you already have a presence in that particular data centre.  

This service should be selected when you wish to connect a Customer Site to a data centre in the same state which is not geographically closest to the Customer Site.  Please note that the Uecomm fibre (physical bearer) will always be connected to the closest data centre within the ring to reduce fibre build costs but the service can terminate at any data centre in the ring. Maximum optical distance of the physical bearer (i.e., the Uecomm fibre) is 50km.
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	Site to DC - Configuration

	Properties 
	Options

	Technology 
	· OTN Switch / WDM

	Handoff Medium 
	· Single Mode Fibre

	Service Types
	· 1G.
· FC100.
· FC200.
· FC400.
· FC800.
· 10G.

	Connector type (customer end)
	· LC
· SC

	Interface Protection
	· No

	Line Side / Path Protection
	· No

	Chassis Protection
	· No

	Uecomm Demarcation Point
	· Customer Site –client patch panel on the NTU
· Data Centre – Patch Panel


4. FAULT RESTORATION TARGETS
The Fault Restoration Targets for the Service are set out in the table below:

	Fault Restoration Targets

	

	Services


	Agreed Coverage Period
	Restoration Target

	DC to DC
	24 hours a day, 365 days a year


	Outage - 4 Hrs

Degradation – 12 Hrs 



	Site to Nearest DC
	24 hours a day, 365 days a year


	Outage - 4 Hrs

Degradation – 12 Hrs 



	Site to DC
	24 hours a day, 365 days a year


	Outage - 4 Hrs

Degradation – 12 Hrs 


5. SERVICE REBATES
5.1
Service Availability 
Service availability is the percentage of time the Service is available calculated as follows:

Service Availability = Available Hours ( Month Hours x 100

where:

Month Hours = 720 

Available Hours = 720 less the number of Outage Hours in the relevant month.

Outage Hours = the time the Service is not available for use due to a Critical Fault or the hours exceeding a Planned Outage Period. 
5.2
Optus' commitments on the installation, availability and performance of the Service are detailed in the Optus Uecomm Family Service Terms and as set out in Table below.  
	Products
	Agreed Coverage Period
	Service Availability
	Installation Delay Rebate (percentage of first monthly fee credited)



	
	
	Target
	Rebate (percentage of next monthly fee credited)
	

	DC to DC
	24 x 7 x 365
	Protected: 99.99%

Unprotected: 99.95%
	<3hrs unavailable 0% 
3-6hrs unavailable 5%
>6hrs unavailable
10%
	<10 Business Days 0%

10-20 Business Days 5%

>20 Business Days 10%

	Site to Nearest DC
	24 x 7 x 365
	99.95%
	<3hrs unavailable 
0%

3-6hrs unavailable
 5%

>6hrs unavailable
10%


	<10 Business Days 0%

10-20 Business Days 5%

>20 Business Days 10%

	Site to DC
	24 x 7 x 365
	99.95%
	<3hrs unavailable 
0%

3-6hrs unavailable
 5%

>6hrs unavailable
10%
	<10 Business Days 
0%

10-20 Business Days 5%

>20 Business Days 
10%


6. INSTALLATION LEAD TIME TARGETS
The Installation Lead Times for each service are set out in Table below and are subject to availability of Access Service infrastructure (where applicable) and suitable capacity at your Premises. The Installation Lead Times stated below do not apply during the relevant Christmas embargo period and Optus will specify substitute Installation Lead Times during this period (if applicable).

	SERVICE
	INSTALLATION LEAD TIME

	DC to DC
	Up to 20 days

	Site to nearest DC
	Up to 12 weeks

	Site to DC
	Up to 12 weeks


NB: Where a Uecomm fibre service is required the applicable EV.UF lead time applies

7. YOUR OBLIGATIONS AND REQUIREMENTS 
7.1
For Site to Nearest DC and Site to DC services, you must have Uecomm fibre access from the Customer Site to an Eligible Data Centre in the same state. In the event that the Customer Site is not lit, a separate Uecomm fibre service will be required. The cost of installing the Uecomm Fibre is not included in this service.
7.2
You are required to supply fibre patch cords and any other cabling between the Demarcation Point and your equipment (switches).
7.3
You are responsible for the maintenance and restoration of cabling at your Premises and Customer Site.
7.4
You must pay for your own cross-connect (i.e. the connection between Uecomm  equipment and your equipment) within nominated data centre.
7.5
The maximum number of cloud connect services you may have on a physical bearer (i.e. on one Uecomm fibre) is four. This applies to the connection between a Customer Site to the Nearest DC or a DC. Otherwise multiple services are available for DC – DC services.
7.6
For Site to Nearest DC service and Site to DC service, the Customer Site must be in the same state as the data centre. Maximum optical distance of the physical bearer (i.e., the Uecomm fibre) is up to 50km.
7.7
DC to DC Requirements
	DC to DC Requirements

	Requirement
	Reason

	You must have an existing presence in an Eligible Data Centre and can only receive connection to another Eligible Data Centre in the same state. 


	The two Victoria and New South Wales cloud connect WDM rings are not connected.  

	You must pay for your own cross connect within the Uecomm nominated DC
	Uecomm Demarcation Point is the Uecomm Patch Panel


7.8
Site to Nearest  DC Requirements
	Site to Nearest DC  Requirements

	Requirement
	Reason

	Customer Site must exist in the same state as the Eligible Data Centre you wish to connect. 
	The two Victoria and New South Wales cloud connect WDM rings are not connected.    

	The cloud connect service must terminate at the same data centre that the physical bearer has been built
	Product rule

	The maximum number of cloud connect services a customer may have on a physical bearer is 4
	Please request a quote if you require more than 4 cloud connect services

	Maximum optical distance of the physical bearer is 50km
	Technical limitation

	NTU at the customer premise must be in a customer rack
	Product rule

	You must pay for your own cross connect (between Optus equipment and your equipment) 
	Uecomm demarcation Point is the Uecomm Patch Panel

	AC devices as standard at Customer Site
	Technical requirement


7.9
Customer Site to DC Requirements
	Site to DC  Requirements

	Requirement
	Reason

	Customer Site must exist in the same state as the Eligible Data Centre you wish to connect.
	The two Victoria and New South Wales cloud connect WDM rings are not connected.    

	The maximum number of cloud connect services a customer may have on a physical bearer is 4
	Please request a quote if you require more than 4 cloud connect services

	Maximum optical distance of the physical bearer is 50km
	Technical limitation

	NTU at the customer premise must be in a customer rack
	Product rule

	You must pay for you own cross connect (between Optus equipment and your equipment) 
	Uecomm Demarcation Point  is the Uecomm Patch Panel

	AC devices as standard Customer Site
	Product rule


8. SPECIAL CONDITIONS 
None

9. DEFINITIONS 
Terms not defined in these Service Option Terms are as defined in the in the Service Family Terms or the General Terms (in that order) unless inconsistent with the context.

Customer Sites means the Premises owned, controlled or occupied by you; 

Eligible Data Centre means any one of the four data centres on the Victorian ring or the New South Wales ring. For clarity, the ring in Victoria and the ring in New South Wales are separate rings and operate independently of each other;

NTU means the network termination unit (which is Optus Equipment) installed at your Premises. The NTU is the boundary between the Optus Network and your equipment; 

Uecomm Demarcation means the point at which Uecomm fibre connects with your equipment. For the purposes of these Service Terms, the Uecomm Demarcation 
Point is Uecomm’s' fibre termination panel (FTP) or patch panel.
SERVICE OPTION TERMS
Service Option: Optus Uecomm IP Office as a Service
This Service Option forms part of the Optus Uecomm Service Description.

The Optus Uecomm IPOaaS Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Uecomm Services); and
· Part 2: The Service Option Terms
The Service Option Terms are separate terms applicable to each of the Optus Uecomm Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms.
1. DESCRIPTION OF THE SERVICE OPTION
The Optus Uecomm IPOaaS:

(a) is a hosted unified communications service that integrates multiple communications and collaboration capabilities into a single hosted platform; 
(b) utilises the Uecomm Ethernet network via VPN or the internet and Optus Evolve Voice, which provides the external voice platform for local, STD, IDD and Fixed to Mobile calls (which are provided as separate Services);
(c) may include:
(i) the on-supply of third party Products and / or services as specified in the associated statement of work; and
(ii) if selected by you as an optional service feature, Solution Deployment Services and/or Professional Services;
(d) does not include a Local Area Network (LAN) function. The solution relies on your LAN being fit-for-purpose for carrying voice over IP traffic to IP endpoints, including appropriate Quality of Service (QoS) implementation and LAN switches that support Power over Ethernet (PoE) to power the IP phones.
2. PRODUCT OR SERVICE RIGHT OF USE 
2.1 
Subject to your acceptance of and compliance with the Third Party Usage Terms, the Third Party Service Provider will grant you a non-exclusive, non-transferable licence for the term of the Agreement to use the Licenced Product for your internal operation and maintenance purposes and not for commercial distribution, re-sale or other trade dealing. 

2.2 
Optus, acting in its capacity as an agent for the Third Party Service Provider, will invoice you for the Third Party Product Licence. You authorise Optus to order (upon receipt of your instructions), accept delivery, and make payments to the Third Party Service Provider on your behalf.

2.3 
Where the Service includes the on-supply of Products or Services that are sub-licenced by Optus, such as Avaya or Direct Technologies services, you acknowledge and agree that the Third Party Service Provider of the Licensed Product is a third party beneficiary of your right of use and may enforce the terms of your right of use directly.

3. THIRD PARTY PRODUCTS AND SERVICES
The Optus Uecomm IPOaaS Service may include the on-supply of third party products and services.  Optus is not the manufacturer or the primary provider of  those products or services. As far as the law allows Optus does not offer any warranties for the products or services where Optus is not the manufacturer or primary service provider and the only warranties available are as set out in the Third Party Usage Terms.  You acknowledge that: 

(a) Where the Optus Uecomm IPOaaS Service includes the on-supply of Third Party Products, Optus will identify the Third Party Service Provider(s) during the provisioning process. 
(b) The relevant Third Party Usage Terms will be included in the relevant Product packaging or are otherwise available from the Third Party Service Provider’s website (as amended from time to time).
(c) Your use of any Third Party Products, Intellectual Property or services is conditional upon your acceptance and compliance with the relevant Third Party Usage Terms;
(d) The Third Party Usage Terms may be amended from time to time. If you do not accept the amended Third Party Usage Terms, you must cancel the Service and Cancellation Fees may apply. If you do not comply with, or do not respond to a request from Optus or the Third Party Service Provider to accept or comply with, the Third Party Usage Terms, Optus may cancel your right to use the Third Party Products or Services;
(e) Optus may be required to keep records of and provide details to the Third Party Service Provider relating to your use of the relevant Products or services and you authorise Optus to do so; 
(f) Optus may cancel your right to use the Third Party Products or services by notice to you where the Third Party Service Provider ceases to supply the third party Product or Service for any reason. On the date of effect of cancellation, you will be entitled to a proportionate refund of any relevant prepaid service charges applicable to the supply of the relevant third party Products or services. To the extent permitted by law this will be your sole and exclusive remedy for such cancellation; 
(g) Your use of the Third Party Products and services will involve the collection and processing of data and information, which may include personal information.  You, Optus and the Third Party Service Provider are severally responsible for their respective compliance with the relevant laws relating to privacy. Optus and the Third Party Service Provider will manage such data in accordance with their respective policies and procedures. 
(h) Where you use Third Party Products and services that are not on-supplied to you by Optus, you are responsible for ensuring you obtain all necessary approvals and licences to authorise your use of those Products and services.
4. RELATED SERVICE OPTIONS
4.1 The Optus Uecomm IPOaaS must be acquired with the Optus Evolve Voice Service and the Optus Uecomm Ethernet Service.  
4.2 The Optus Uecomm Internet Service is optional.   

Separate Supply. The Optus Evolve Voice Service and Uecomm Ethernet or Internet Services that you select, are not included in the IPOaaS Service Description.  The applicable Service Descriptions can be found at www.optus.com.au/business/sfoa. 

5. SERVICE FEATURES
The IPOaaS features are determined by the selections made in your Application. IPOaaS options are as follows: 

· Unified Communications: Basic or Unified Communication user types
· Contact Centre: Voice Agent, Multi Media Agent or Supervisor agent types
· Collaboration (Virtual Meeting Rooms)
· Call Recording
· Avaya Handsets / Hardware
A summary of the inclusions for each of the options is below.

5.1 Unified Communications Feature Set
	Features
	Basic User
	Unified Communications User

	Make / receive calls
	
	

	Park & page
	
	

	Basic call logs (non CDR)
	
	

	Call recording 
	
	

	Call forwarding / transfer
	
	

	Calling line ID delivery
	
	

	Intercept user
	
	

	Last number redial
	
	

	Three-way calling
	
	

	Selective call acceptance / rejection
	
	

	Do not disturb
	
	

	Conference bridge
	
	

	Voicemail
	
	

	Hot desking
	
	

	Mobile twinning
	
	

	Integrated conference bridge
	
	

	Reception SoftConsole (max 3 per tenant)
	
	

	Voicemail to email notification
	 
	

	P2P HD video calling
	 
	

	Instant messaging & presence 
	 
	

	Plug-ins (for SFDC, Outlook & Lync)
	 
	

	WebRTC
	 
	

	Advanced mobile applications (Avaya Communicator)
	 
	

	PC & iPad soft-phone (Avaya Communicator)
	 
	

	Softphone application only
	 
	


5.2 Contact Centre Feature Set*
	Features
	Voice Agent
	Multi-Channel Agent
	Supervisor Agent

	Voice Agent (Basic User Profile)
	
	
	

	Skills based routing
	
	
	

	Call recording
	
	
	

	Keyword routing
	
	
	

	IPO contact centre desktop 
(answer, create, postpone & forward emails)
	
	
	

	Inbound voice and email campaigns
	
	
	

	Outbound voice and email campaigns
	 
	
	

	Email and Web chat (includes auto responses & prioritisation)
	 
	
	

	Real Time & Historical Reporting
	 
	 
	

	Contact centre agent management 
(from desktop client)
	 
	 
	

	Real time queue view 
(telephony, email & chat)
	 
	 
	

	Remote log on/off agents
	 
	 
	

	Silent monitoring
	 
	 
	

	Capability to support agent coaching
	 
	 
	

	Pickup and delegate calls
	 
	 
	



* Each licence includes one Unified Communications Basic User profile.

5.3 The standard activities included in the Unified Communication service provisioning process are:
(a) Allocation of a Project Manager to coordinate all activities related to the service provisioning
(b) Optus will provide an overview of the data collection worksheet and explain terminology of the features in context with your Application
(c) Delivery of Uecomm Ethernet & Internet services as per your Application
(d) Delivery of Optus Evolve Voice Services as per your Application
(e) Number porting or number transfer(s) as per your Application

(f) Configuration of your specific IPO Office instance as per your Application
(g) Complete 1 x 3 hour “Train the Trainer” general training session (remote via video conference)
(h) Provide on call remote support for the 2 business days (as required, not full time) following deployment.
All installation, configuration and testing works will be carried out during normal business hours
5.4 If Contact Centre is selected in your Application, the following additional provisioning activities will be provided, if specified in your Application:
(a) Voice call flow
(b) Collect requirements for customer call flow and provide standard call flow diagram
(c) Design, program and test per agent group 
(d) Email - per topic:
Email data collection, config and testing of specified number of email topics, standard flow (no customisation)
(e) Webchat - per topic:
Chat data collection, config and test for specified number of chat topics, standard flow (no customisation). 
(f) Test using basic XMPP client
5.5  If specified in your Application, the following training activities will be provided remotely:
(cm) Agent training session
· 1 x 2 hour session, up to 10 agents
· Logging in to Contact Centre
· Telephony functions – answer call, transfer, conference
· Agent functions – Wrap up and Break
· Real time display

(cn) Email training
· 1 x 1 hour session, up to 10 agents
· Accept and process emails.
· Delegate or assign emails.
· Send, forward, delete, and print emails and perform spell checks.
· Display use text blocks.
· Display use and import address books

(co) Webchat training
· 1 x 1 hour session, up to 10 agents
· List view
· Chat progress
· Chat input

(cp) Contact Centre Basic Voice Admin Training
· 1 x 4 hour session, up to 4 Supervisors
· Real time information module
· Reporting module
· Agent status reports module
· Contact detail reports module
· Agent administration tasks

(cq) Email Admin Training
· 1 x 2 hour session, up to 4 Supervisors
· Email real time displays
· Email reporting
· Email agent administration

(cr) Webchat Admin Training
· 1 x 2 hour session, up to 4 Supervisors
· Webchat real time displays
· Webchat reporting
· Webchat agent administration

(cs) Contact Recorder Training
· 1 x 2 hour session, up to 2 Supervisors
· Search and replay call recordings
· Saving call recordings
5.6 If specified in your Application, the following Professional Services will be provided (as detailed in your Application);
(ct) Project/installation management services 
(cu) Attendance by a technical lead at regular meetings and/or reviews 
(cv) Telephony consultation with you to determine your Contact Centre requirements. Agenda will be limited due to nature of remote telephony constraints. Size and complexity of Contact Centre will determine number of hours required. Number of hours ordered should be sufficient to cover both the consultation and the preparation of contact centre design documentation.
(cw) On site consultation with you to determine your Contact Centre requirements. The size and complexity of your Contact Centre will determine the number of hours required. Number of hours ordered should be sufficient to cover contact centre design documentation.
(cx) Attend site and complete site surveys.  Where on site work is required and due to the nature of the site (safety, security, etc.), technicians need to complete a site induction and/or provide documentation relating to the tasks required (e.g. SWMS – Safe Work Method Statement) additional charges may apply.
(cy) Provision of network configuration support for your LAN. If your network is not QoS/VoIP ready or requires reconfiguration for QoS, you may choose to have a network technician attend site and provide LAN configuration support in readiness for VoIP. This could also include the provision of hardware, for which additional charges will apply.
(cz) Complete IP handset deployment, login and test 
(da) Training
· Attend site and complete end user training sessions 
· Attend site and complete admin training sessions 
· Supervisor call recording training (only available in conjunction with Basic Admin Contact Centre training)

(db) Onsite support, during normal business hours 
6. YOUR OBLIGATIONS AND REQUIREMENTS

You agree and acknowledge that:

6.1 All charges as outlined in the Standard Pricing Table will apply for any changes requested by you or as a result of your usage.
6.2 Unless supplied and managed by Optus, Optus is not responsible for troubleshooting voice and/or video quality issues on your corporate LAN environment.  
6.3 The Service employs a dial plan that requires customers to dial "0" to make outbound calls.  In the case of emergency services, this will result in customers needing to dial "0" + "000".
6.4 Except as specified in your Application, all work will be completed by Optus or a Third Party remotely.
6.5 If you require number porting of your production Direct In Dial (“DID”) range to the SIP trunk Optus will deliver a temporary DID range on the SIP trunk for testing purposes. Optus will provision 2 temporary DIDs only for testing purposes.
6.6 Delays and/or rework caused by incorrect information provided by you or your network, your infrastructure or third party products may be subject to additional charges if recurring and unmanaged.
6.7 Access to building(s), server(s) and/or switch(s) at agreed time of work (Inc. remote access) will be provided as required by Optus.
6.8 All site cabling must be ACA compliant.
6.9 All site cabling to meet minimum requirements for VoIP of Category 5e or greater for 802.3af Power over Ethernet implementations.
6.10 Your LAN will be required to support VoIP as defined below 
	Metric
	Recommended
	Acceptable

	One-way Network Delay
	< 80 ms
	< 180 ms

	Network Jitter
	< 20 ms
	< 20 ms

	Network Packet Loss (Voice)
	1.0%
	3.0%

	Network Packet Loss (Video)
	0.1%
	0.2%


6.11 You will set up, configure and verify current software revisions for any DHCP (Dynamic Host Configuration Protocol), HTTP (Hypertext Transfer Protocol), LDAP (Lightweight Directory Access Protocol) and DNS (Domain Name Server) servers (where applicable).
6.12 You will back up all systems (eg: phone system etc) data to a server on your LAN (Local Area Network) prior to Optus performing works.
6.13 You will provide LAN connectivity for IP stations.  This includes the connectivity within the LAN to the Optus Uecomm Ethernet service demarcation point.
6.14 You will provide a representative to support go-live and provide assistance with testing as requested by Optus or Third Parties.
6.15 You will provide access to network information, diagrams, site floor plans or site assistance, indicating outlet location, station number, user name, and station type for each site if requested by Optus.
6.16 You will, upon request by Optus, download and implement software or firmware required for the IPOaaS Service.   
7. IPOAAS SERVICE AVAILABILITY TARGET

Availability of the Service depends on and is subject to location, the configuration and limitations of the Optus Network and Supplier Networks used to deliver the Service.  Optus will use reasonable endeavours to meet the Service Level Targets but does not warrant that the service will be interruption or fault free. 


The availability service level target for the Service is 99% per annum, measured as an average of the previous 12 months.  


The availability service level target does not apply where the Service is unavailable due to a Service Level Exclusion.
Service availability is the percentage of time the Service is available calculated as follows:

Service Availability = Available Hours ( Month Hours x 100 where:
Month Hours = 720 

Available Hours = 720 less the number of Outage Hours in the relevant month.

Outage Hours = the time the Service is not available for use due to a Critical Fault or the hours exceeding a Planned Outage Period. 

8. SERVICE CHARGES
8.1 Charges for the Service and any third party Products and services are set out in your Application Form and the Standard Pricing Table.  
8.2 The charges for the IPOaaS Service are incurred from the Service Start Date.  
8.3 Number porting charges may apply.
8.4 All other charges (including call charges outside the per user bundled pricing) are as set out in the Standard Pricing Table. 
8.5 Moves, Adds, Changes & Deletions (MACD)
You will be provided with a Block of Hours (BOH) for MACDs each month.  Your BOH total will be calculated using the following formula:
(dc) Unified Communications: 
You are entitled to remote MACDs Block of Hours based on 3% of your total billed user license population. 

BOH Formula: Total user license population X 3% X .25 hours = allotted Block of Hours per month.

Example: 500 total user license population X 3% X .25 hours = 3.75 Block of Hours per month.  

(dd) Contact Centre 
Remote MACD Services are allocated based on the total number of Contact Centre agents 
BOH Formula: Total contact centre license population of that month x 0.06 hours.

Example: 200 Contact Centre users (combination of supervisor and agents) x 0.06 = 12 Block of Hours per month. 

8.6 MACD Conditions
(de) Optus will provide you with Simple Change and Complex Change MACD services upon receipt during Business Hours of a correctly completed service request from your authorised operational contacts.
(df) All MACDs performed during Business Hours will be debited against your monthly BOH in fifteen minute increments.
(dg) Any requests for work to be performed outside of Business Hours will be subject to overtime usage of hours based on an uplift factor of two.  One hour of work performed outside of Business Hours, will use two BOHs.  Optus will use a minimum of one hour for work performed and will round each further partial hour consultation up to the next half hour.
(dh) Any MACDs falling outside your BOH will be charged based on the Standard Pricing Table. 
9. SERVICE REBATES
Service Rebates are not provided for the IPOaaS Services.
10. SERVICE MANAGEMENT
Service Assurance is provided 24 x 7 x 356 and may include: 
(di) Proactive Monitoring of the IPOaaS Platform (excluding customer premise infrastructure such as handsets and/or soft clients);
(dj) Incident management;
(dk) Reporting – service assurance and change management reporting.
11. SERVICE LEVELS
11.1 Service Assurance Targets
The Service Assurance and targets for the response, restoration of incidents (excluding incidents caused by Service Level Exclusions) 
	
	Minor Fault
	Major Fault
	Critical Fault

	
	Response
	Target Restore
	Response
	Target Restore
	Response
	Target Restore

	Evolve Voice
	6 hours
	12 hours
	6 hours
	12 hours
	30 mins
	4 hours

	IPOaaS Platform
	NA
	NBD
	60 mins
	6 hours
	15mins
	4 hours

	Uecomm Ethernet Access
	Refer to applicable Service Levels outlined in the Optus Uecomm Ethernet VPN Service Option


MACD request completion targets are: 

(dl) Simple Changes: For each MACD request containing up to 15 simple remote user transactions received by 3PM local site time, the request will be completed by 5pm local site time the following Business Day.   Requests received after 3PM local site time will be marked as received at 8am the following Business Day.
(dm) The estimated completion time for Complex Changes will be communicated once received by Optus and will vary dependant on the complexity of the request.
12. LIABILITY – THIRD PARTY PRODUCTS OR SERVICES
12.1 To the extent permitted by law, if Optus is liable to you in connection with Third Party on-supplied hardware, 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 on-supplied hardware.
12.2 Liability for your Loss in connection with Third Party software or services on-supplied by Optus as a direct right of use from the Third Party Service Provider, 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.
12.3 If Optus is liable to you in connection the Third Party on-supplied software or services, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, to the extent permitted by law, Optus excludes liability for Consequential Loss and limits its liability to the price you have paid for the relevant Third Party software or services right of use, on-supplied by Optus.
13. LIABILITY- OPTUS SERVICES
13.1 Subject to the limitation of liability specified in the General Terms,  Optus will be liable for your Loss (but excluding any Consequential Loss), where it arises from the supply of, or the acts or omissions of Optus Personnel in relation to:
(a) the operation and maintenance of the IPOaaS Platform; 
(b) Solution Deployment Services; and
(c) Professional Services. 
13.2 To the extent permitted by law, Optus excludes liability arising from:
(a) good faith reliance on information provided by you; or
(b) any failure of Products (including Software) due to operator error or security breach caused by you or a third party.
14. SPECIAL CONDITIONS
14.1 Indemnity
You indemnify Optus for all Loss suffered by Optus as a result of any claim by a third party relating to your data, the use you make of any software in connection with the Service, and/or your use of the Service.

14.2 Global Resources & Privacy
You acknowledge and agree that:
(a) You are solely responsible for ensuring your collection, use, disclosure and any other handling of data that occurs in relation to your use of the Service (including its storage) and the information provided to individuals about how their data is handled in compliance with the relevant laws;
(b) If you collect Personal Information and use the Service to store records of Personal Information, you are responsible for compliance with the Privacy Act 1988 (Cth) including the Australian Privacy Principles (or any replacement principles) and any other laws applicable to handling such Personal Information;  
(c) In relation to the use of the Service to collect and store records of Personal Information Optus is not responsible for contacting any individual in relation to collection, use, disclosure or any other handling of the individual's Personal Information as part of the Service;
(d) Optus may use global resources (non-permanent residents used locally and/or personnel in locations worldwide) in providing the Service to you, including escalation of technical support issues where required; and
(e) Optus will refer to you any matter raised to Optus by a third party relating to Personal Information in connection with your use of the Service.  You must handle all referred matters at your cost and you agree to indemnify Optus for all Loss Optus incurs in respect of any claim or proceedings commenced against Optus by a third party including a Regulator, in relation to an individual's Personal Information collected, used, stored or disclosed in relation to your use of the Service.
(f) You are required (where applicable) to be aware of the technical and procedural security requirements relating to your compliance with the Payment Card Industry Data Security Standard (PCI DSS).
15. CANCELLATION FEE
15.1 Where your Service or Individual Service is cancelled during the Committed Term and a Cancellation Fee is payable under the General Terms, you must, immediately upon termination of the Service or Individual Service, pay us an amount equal to the net present value of:
(a) the profit component of all amounts that would have been payable in respect of the monthly recurring charge for the relevant  Service or Individual Service for the remainder of the Committed Term from the date cancellation takes effect; plus
(b) all amounts that will be incurred by Optus as a result of the cancellation; plus
(c) any unavoidable third party costs that will be incurred by Optus, in respect of the relevant Service or Individual Service for the remainder of the Committed Term from the date cancellation takes effect, 
unless a different formula or a specified amount is otherwise expressly provided in the Standard Pricing Table or your Application.

16. DEFINITIONS 
Terms not defined in these Service Family Terms are as defined in the General Terms, unless inconsistent with the context.
IPOaaS Platform means the following core hosted infrastructure used to provide the IPOaaS Service: 

(a) the physical and virtual servers;
(b) rack space and power consumed by the physical servers;
(c) port connections and networking infrastructure;
(d) storage infrastructure; 
(e) contact centre applications; 
(f) systems management tools and related licences;
(g) unified communication applications;
and, for the avoidance of doubt excludes the Optus Evolve Voice, Optus Uecomm Ethernet, Uecomm Internet and any customer premise or third party infrastructure (such as handsets and/or soft clients).  
IPOaaS Access Connection means the access service between your nominated site and the IPOaaS Platform. 
Block of Hours means the allocated hours provided to perform MACDs.
Complex Change (MACD) means a move, add or change that involves work performed at the system, application or network level and may include a design change involving consultation and gathering of requirements and may include a series or related Simple Changes or simple MACD requested for > 15 users.

IPOaaS Excluded Event means a breach of the Agreement by you, an act or omission of you or any of your Personnel or an End User, or a failure of third party supplied or customer equipment or infrastructure.

IPOaaS Excluded Outage means IPOaaS Scheduled Maintenance, Routine Maintenance, Service Degradation, Excluded Event, IPOaaS Excluded Event and or Force Majeure Event. 

Licensed Product means Third Party Service Provider Products or services which form part of the IPOaaS Service.
Professional Services means the performance of the professional service activities specified in your application. 

Related Service Options means those Service Options that are pre-requisites to obtaining the relevant Service;

IPOaaS Scheduled Maintenance means any maintenance Optus deems necessary as notified to you by Optus from time to time that is carried out between 11:00pm and 7:00am Australian Eastern Standard Time and does not include Routine Maintenance.

Service Assurance means the recording and initial assessment and resolution assistance of an incident.
Service Availability means the % of time in a calendar month that the Service was not affected by a Service Outage, as measured by Optus using appropriate measurement and monitoring tools.

Service Description means the Service Family Terms and Service Option Terms applicable to the Service.

Service Level Exclusion means:

(dn) insufficient bandwidth or unavailability of the IPOaaS Access Connection used to connect to the Service; 
(do) DDoS attacks or similar deliberate or malicious attempts by third parties to interrupt the Service; 
(dp) IPOaaS Excluded Outages;
(dq) Incidents arising from faults with, or degraded performance caused by, third party supplier or customer equipment or infrastructure, including Third Party Service Provider Products and or services;
(dr) Incidents arising from faults with, or degraded performance caused by, Optus Uecomm Ethernet, Uecomm Internet or Optus Evolve Voice Services. Service Level Targets for the Optus Evolve Ethernet and Optus Evolve Voice can be found in the Service Descriptions for these products at: www.optus.com.au/business/sfoa; 
(ds) Incidents during the installation period prior to full production;  
(dt) Customer premise equipment failures; and 
(du) Planned outages required to allow Optus to undertake maintenance of the infrastructure or implement a change as requested by you. Should a planned outage be required, Optus will, wherever reasonably possible, seek your agreement to the planned outage. 
Simple Change (MACD) means a move, add or change involving administrative work performed at the user level affecting a single element that can be performed remotely with no on-site requirement, no change to design or impact on the monthly recurring charges.

Site means an office or location which contains customer premises equipment and/or users.

Solution Deployment Services means the delivery, installation and configuration of the Third Party Products and services specified in the associated statement of work.

Target Service Start Date means the date requested by you and/or estimated by Optus and agreed between the parties, as the target date on which the service is intended to be activated and supplied to you.

Third Party Services Provider means the third party service provider(s) providing any part of the IPOaaS Service.
Third Party Usage Terms means any warranty terms, end user licence agreement (EULA), subscription service terms of the Third Party Services Provider. 
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