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SERVICE DESCRIPTION: OPTUS VOICEBOX - S SERVICES
This Service Description forms part of Optus’ Standard Form of Agreement pursuant to the Telecommunications Legislation.

This Service Description for the Optus Voicebox - S Services comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Voicebox - S Services); and 

· Part 2: Service Option Terms.

The Service Option Terms are separate terms applicable to each of the following Optus Voicebox - S Services Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms:
· Voicebox - S Standard Service Management Option (‘Voicebox Standard SMO’)
· Voicebox - S Extended Service Management Option (‘Voicebox Extended SMO’) 

· Voicebox - S Premium Service Management Option (‘Voicebox Premium SMO’)
· Voicebox - S Supply only option (‘Voicebox Supply’)
SERVICE FAMILY TERMS: OPTUS B VOICEBOX - S SERVICES
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, except to the extent of any inconsistency in pricing (in which case the Application overrides the Standard Pricing Table).

1. SERVICE FAMILY
1.1 Service Description:

The Optus Voicebox - S Service is a business telephony solution service and can provide IAD (Integrated Analogue Device), handsets, PBX equipment and unified communications features for the customer. The Customer may choose a managed service for the Voicebox Equipment or request for the supply and installation of the Voicebox Equipment only.
1.2 Optus Group Company

The Voicebox - S Services are supplied by Optus Networks Pty Limited (ABN 92 008 5760 330), an Optus Group Company.
2. SERVICE OPTIONS
2.1 Current:

•
Voicebox Standard SMO
•
Voicebox Extended SMO 

•
Voicebox Premium SMO
•
Voicebox Supply
each a “Service”.
2.1 Related Services :

Each of the Voicebox Service Options must be acquired with Optus Evolve Voice or Optus Voice Express Service.
3. RELEVANT APPENDICES

For the purposes of the definitions see also Appendix A – Charging Zones and Appendix B - Zones with Fixed Charge Access to Non-Adjacent Zones each as amended from time to time, located at: http://www.optus.com.au/business/sfoa.
4. SERVICE CHARGES
4.1 The charges for the Service are set out in your Application. 

4.2 The Fees as set out in your Application are billed monthly in advance.

4.3 We will start billing you for the Service from the Service Start Date. Your monthly recurring Service Charges are set out in your Application.

4.4 The Service Start Date is deemed to be the earlier of, 

(a) the completion date of the Customer Acceptance Form; or 

(b) 45 days from the installation of the Voicebox Equipment.
4.5 If Optus is unable to remotely access your Voicebox Equipment and Optus needs to send a technician to your Site additional charges may apply.

5. SUPPLY, USAGE AND FUNCTIONALITY

5.1 Supply Provision

(c) You must have Voicebox - S Equipment to use the Optus Voicebox - S Standard, Extended or Premium SMA service options. You can purchase the relevant Voicebox Equipment from Optus through the Voicebox Supply service option if you do not have existing Voicebox - S Equipment which meets the service specifications. With Voicebox Supply service only option; you don’t need to have a Voicebox-S SMA service if you do not require service management of your equipment.
5.2 Service Provision

(d) Your Application will contain your selected Service Option(s), a Target Service Start Date for Individual Services, the charges and any applicable features and characteristics.  

(e) Optus will use reasonable endeavours to meet the Target Service Start Date relating to Individual Services, as set out in the Application, however Optus does not make any warranty, representation or guarantee as to the accuracy of this date. 
(f) The provisioning and installation of the Services is subject to the availability of the Voicebox Equipment
(g) The Service Termination Point (STP) is the Voicebox Equipment ( i.e, IAD, or desktop device  handset, console) provided as part of the Service and may include the voice carriage, IAD, desktop device and PABX but EXCLUDES your premises cabling.
6. SERVICE FEATURES DESCRIPTIONS
6.1 Service Features

The availability of service features is dependent on the Service Option you select. Where a service feature is only available for a specific Service Option the relevant service feature will be set out in the Service Option terms. Where an additional charge is applicable, the relevant charge will be provided on your Application.
6.2 Site Audit for PBX Equipment
(a) You must provide access to Optus during Business Hours to assess your Site (or your new Site, in the event of a proposed relocation) for the purpose of carrying out a Site Audit, and Site Audit charges apply, refer to Application Form for details.
(b) You must ensure that your Site meets the required specifications for the provision of the Services such as properly set up GPOs, adequate cabling, appropriate patch panels, switches and patch leads for VOIP installations, adequate space for the equipment, access to power supply, lighting and air conditioning.
(c) “Site Audit” activities include:

(i) validating your details for installation;

(ii) reviewing  the existing telecommunication services; and
(iii) confirmation that the Site is ready for a standard installation, or if any additional Site preparation works required to make the Site ready.

(d) Your responsibilities for Site Audit include:

(i) providing Optus  access to the Site;

(ii) making available a Site contact for the purposes of performing the Site Audit;

(iii) ensuring your Site contact has the technical and logistical knowledge of the Site and its requirements; and

(iv) completing a Site Audit Form. 

Where the Site Audit Form identifies specific Site requirements, you have to confirm whether or not you have these requirements.
(e)
If the state of the Site changes prior to installation or the information you provided on the Site Audit Form is inaccurate, you may be liable to pay for any additional costs associated with changing the installation requirements.
(f)
If Optus determines that your Site requires a non-standard installation, Optus will provide you with a revised quote.

(g)
If Optus determines that it is unable to provide the Service at your Site for technical or commercial reasons or you decide for any reason that you do not wish to proceed with the Service, you will be required to pay a charge relating to the Site Audit.   

6.3 Site Preparation

(a) If Site preparation works are  required to make the Site “ready” for installation of the Service (the “Site preparation work/s”), Optus will provide you with a quote to complete the Site preparation works.

(b) If you accept the quote for the additional Site preparation work(s), Optus will perform the additional Site preparation works.

(c) If you choose to engage your contractor to complete the additional Site preparation works: 

(i) you must ensure that the Site preparation work is completed before the Service Installation Date and in accordance with the specification provided by Optus, the Australian Standards and any applicable regulations;  and
(ii) if the Site preparation work is not properly completed and the Service Installation Date has to be re-scheduled, you will be responsible for all costs associated with rescheduling of the Service installation.
(d) Unless otherwise agreed between the parties, if any Site preparation work performed by you or your contractor is not completed within 2 months of Optus providing you with a quote under clause 6.3(a) above, Optus may terminate the Agreement by providing you with 14 days’ notice.  You will be responsible for all costs (which may include the full Voicebox equipment cost) incurred by Optus up to the date of termination of the Agreement in addition to any fees payable.

6.4 Standard Installation

(a) A “standard installation” of the Service and the Voicebox Equipment is carried out during Business Hours. 
(b) In a standard installation, Optus will :

(i) Install cabling of the Voicebox Equipment to the distribution frame at your Site;
(ii) install, connect and test the service supplied to your Voicebox Equipment; and 
(iii) carry out cut-over activities, including pre-cutover testing. 

(c) Any new or replacement cabling beyond that contemplated under 6.4(b)(i) is not included. Optus may agree, at its option to install additional or replacement cabling subject to agreement to additional charges.
(d) Your responsibilities for Site Installation include providing access to all areas of the Site and ensuring a contact is available to provide any Site specific information. 
(e) Once the Voicebox Equipment has been installed, Optus will ask you to complete a Customer Acceptance Form to confirm that the Voicebox Equipment is functioning correctly.  
6.5 Customer Training (PABX Equipment only)
(a) Optus will conduct customer training, on the basic user features and functions of the Voicebox Equipment once the Voicebox Equipment is installed and functioning.

(b) Optus will provide a 1 hour group training session, to a maximum of 10 participants, presented by the installation technician at an agreed approximate time, subject to impacts on the timing due to the installation activities.

(c) You are responsible to:

(i) ensure that the training participants are available for the training;

(ii) ensure that all participants are ready to start the training at the same time; and

(iii) ensure a training acceptance form is completed at the end of the 1 hour training session to confirm that the training session was conducted by the installation technician.

(d) Training will be provided by the installation technician on a ‘best efforts’ basis. Optus does not warrant that it will be able to train all of your staff to the extent that you desire within this timeframe. Optus can provide you with additional training for an additional charge.
6.6 Configuration Data Collection
(a) Optus will ask you to complete a Data Collection Form to provide Optus with details to configure the Voicebox Equipment.

(b) You have to provide Optus with up to date and accurate information for configuration of the Voicebox Equipment and complete the Data Collection Form within 48 hours of Optus’ request.
(c) Any change to the configuration details, after the completion of the Data Collection Form may incur additional charges.  Optus will provide you with a quote for the additional charges. If you agree to the additional charges, there will not be a delay in the installation. If you do not agree to the additional charges, Optus will install the Voicebox Equipment according to the configuration contained in the Data Collection Form provided to Optus. You can then request Optus to implement the configuration changes using the MAC application process. 
6.7 Help Desk Services
(a) Your authorised users may contact the Optus Voicebox - S Help Desk through a national 1800 number.  This single point of contact will also be your first level help desk. 

(b) You may contact the Optus Voicebox - S Help Desk to:

(i) receive advice on how to use the handsets and other Voicebox Equipment;

(ii) report faults on the Service (including voice carriage services and Voicebox Equipment); and/or

(iii) arrange MACs for existing Services.

(c) If the Optus Voicebox - S Help Desk determines that your call is a carriage-related issue, your call will be referred the call to the Optus carriage help desk for further qualification and resolution of the Fault.

(d) The Optus Voicebox - S Help Desk will not handle any billing queries on your Service. Such queries will need to refer to the contact shown on your bill.

(e) You are able to report any problems with the Service on a 24 hour 7 days a week basis but fault restoration activity will only take place during the Service Hours of the Service Management Option you have chosen. 

(f) If you have chosen Voicebox Supply only, you may still call the Optus Voicebox - S Help Desk for resolution. However, you will be charged additional service fees for any services provided to you.

6.8 Soft Moves, Adds and Changes (Soft MACs) Services
(a) The Soft MAC services will provide the necessary work activity to perform soft MACs.

(b) Soft MAC services do not include any Hard MAC work which can be undertaken at your request and will incur additional charges.

6.9 Reporting Services 
The Reporting services will provide the reports specified in Service Level Reporting and MAC Reporting as defined in the Application (if any). 
6.10 Inventory Management services
The Inventory Management services will provide an inventory database of all Voicebox Equipment.  
6.11 Maintenance and Support Services 

(a) Optus or a third party nominated by Optus will provide maintenance and support services to resolve faults with the Service in accordance with the applicable Service Levels.

(b) Maintenance services include the following:

(i) remote diagnostics on the Voicebox Equipment where possible to assist with fault rectification activities;

(ii) Voicebox Equipment maintenance as required to return the Service to normal operation.  This will include attendance on Site at your premises if required to rectify fault condition; 

(iii) any software support (including software upgrades) required to rectify a Voicebox Equipment fault; and

(iv) management of all faults relating to voice carriage services and notification when the fault has been resolved.

6.12  Hardware (Voicebox Equipment)  Maintenance 
(a) The manufacturer of the Voicebox Equipment will provide all replacement parts necessary to rectify a fault condition in accordance with its warranty terms.

(b) You will need to return the Voicebox Equipment to the manufacturer for repair or replacement in accordance with the manufacturer’s warranty terms and conditions. If you request Optus to attend your premises to assist you, there will be an add-on charge.  Where Site attendance is required, Optus or the Voicebox Equipment manufacturer will despatch service personnel to the Site in a timely manner. 
(c) You will be charged reasonable travel and living expenses for services carried out on Voicebox Equipment installed at a Site more than 50 kilometres from the nearest State Capital GPO or the nearest S Communications Centre. 

(d) Optus is not responsible for any fault or problem with the Voicebox Equipment which is caused by your negligence.

(e) If Optus or the Voicebox Equipment manufacturer is of the opinion that the Voicebox Equipment cannot be maintained in proper working order in accordance with your selected Service Management Option, Optus will give you 3 months’ notice in writing of its intention to cease providing services to you.

(f) Each year, Optus or an Optus nominated third party may undertake ‘preventative maintenance’ activities deemed necessary by Optus at each Site covered under your selected Service Management Option. The nature of the activities performed will vary, but in all cases the activities are aimed at confirming the Voicebox Equipment is fully operational and there are no indications of internal or environmental conditions that may result in degradation to the systems performance.

(g) The manufacturer’s warranty applies to the Voicebox Equipment and excludes:

(i) any accessories and consumable items (including items affected by wear and tear), such as batteries, fuses and curly cords; or

(ii) defects or damage to the Voicebox Equipment due to: 

A. spillage of food or liquids, misuse, abuse, neglect, accident or an intervening event;

B. improper storage, operation, maintenance testing or adjustment;

C. instillation, repair or alterations by anyone not authorised and accredited by Optus; 

D. any removal, reinstallation, configuration and programming other than that expressly authorised by Optus; or

E. any malfunction or damage caused by unstable electricity supply, flood, water, smoke, fire, heat, storm or any other act of God that is not caused as a result of a failure of the Voicebox Equipment to comply with the specifications identified in the Application. 

(h) The ability of Optus or the manufacturer of the Voicebox Equipment to provide replacement parts for Voicebox Equipment will be subject to the manufacturer’s end of life policy for the equipment.
6.13 Included Minutes (if applicable)
Where specified in your Application, a nominated volume of minutes per month for Local Calls; National Long Distance Calls and/or Fixed to Mobile call types, will be included with the Service (“Included Minutes”).  The Included Minutes are not cumulative and any unused minutes are automatically forfeited at the end of the relevant month.  The standard pricing rates for the relevant call types will apply to any minutes used which exceed the Included Value. 
6.14 Professional Services

You may engage Optus to provide professional services which are not covered under your selected Service Management Option on a time and materials (T&M) basis. As an example, you may want Optus to perform services which fall under your elected Service Management Option Exclusions.

7. SERVICE MANAGEMENT EXCLUSIONS (Service Management Option EXCLUSIONS) 
7.1 The following are not included in the Voicebox Standard SMO, Voicebox Extended SMO and Voicebox Premium SMO deliverables (Service Management Option Exclusions):

(h) repair work on any cabling; 

(i) equipment faulty due to misuse or abuse however caused;

(j) accidents occasioning physical damage to the equipment; 

(k) any malfunction or damage caused by unstable electricity supply, flood, water, smoke, fire, heat, storm or any other act of God that is not caused as a result of a failure of the Voicebox Equipment to comply with the specifications identified in the Application; 
(l) services associated with relocation of the Voicebox Equipment,

(m) the addition or removal of accessories, attachments and other devices;

(n) repair of any equipment or software not specified in the Agreement;

(o) repair of any third party software acquired elsewhere;

(p) repair or replacement of any battery back-up associated with the Voicebox Equipment;

(q) repair of any malfunction or damage whatsoever caused, in the reasonable opinion of Optus, by:

(i) incorrect operation of the Voicebox Equipment;

(ii) from your (or your servants or agents) misuse of the Voicebox Equipment in accordance with Optus or Voicebox supplier’s or an Original Equipment Manufacturer (OEM)’s published written instructions;

(iii) by your failure to perform your obligations;

(iv) lightning, electrostatic interference, electromagnetic interference or power surges of any type howsoever caused;

(v) the failure or fluctuation of electrical power, air-conditioning or humidity control, spillage of food or liquids, misuse, abuse, neglect, or accident, improper storage, operation, maintenance or testing;

(vi) Voicebox Equipment that was installed, repaired or altered by anyone not authorised and accredited by Optus; or

(vii) any malfunction or damage whatsoever caused to the Voicebox Equipment by war, fire, flood or any intervening event;

(r) rectification or correction of errors, defects or faults caused by:

(i) the installation or operation of the software by you in a manner other than that expressly authorised by Optus or the third party software provider;

(ii) misuse or incorrect use or changes or amendments made to the Voicebox Equipment or software by you; or

(iii) you installing or using software that has not been authorised by Optus or an OEM;

(iv) maintenance of Voicebox Equipment or software that is subject to an OEM’s “end-of life” policy”;

(v) Correction of a fault within a telecommunications and/or transmission network such as, but not limited to, a private customer’s network, including LAN / WAN which is not maintained by Optus , Optus Voicebox Supplier or any carrier;

(vi) any accessories and consumable items (including items affected by wear and tear), such as batteries, fuses and curly cords; or

(vii) any removal, reinstallation, configuration and programming other than that expressly authorised by Optus.

8. SPECIAL CONDITIONS
8.1 Optus may use subcontractors or a third party to provide some or all the services. 

8.2 If you have multiple Sites requiring a centralised PABX service at the main Site, you should choose an appropriate Service Management Option for main Site.  The Service Management Option which you have selected for the main Site will apply to all the remote Sites.

9. OPTUS OBLIGATIONS AND REQUIREMENTS

9.1 Optus is entitled to conduct Routine Maintenance without prior notice to you, in accordance with the following conditions:

(s) Optus requires outage windows to be available for Routine Maintenance from 2am to 6am every Monday morning, to be used at the discretion of Optus (“Outage Windows”);
(t) the target maximum impact to the Service during each Outage Window if used for Routine Maintenance is 10 minutes; and
(u) 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. YOUR OBLIGATIONS AND REQUIREMENTS

10.1 If you do not own the Site in which the Voicebox Equipment is or is to be installed, you represent and warrant to Optus that you have notified the relevant owner and obtained their permission for Optus to enter the Site, to install, connect, maintain or remove (in the event that you default) the Voicebox Equipment and to make physical modifications to the Site in order to install or remove the Service.  

10.2 If you have Remote Access to your Site, it is your responsibility to check that the Remote Access infrastructure is working following the installation of the service.  Optus will not be liable for any loss that you may suffer as a result of a monitored service failing to work for any reason following the installation of the Service and Voicebox Equipment.

10.3 Your responsibilities include:

(a) allowing Optus, or its nominated third party, full, free and safe access to the Voicebox Equipment and all relevant documentation to permit Optus or its nominated third party to fulfill its obligations pursuant to this Agreement;

(b) notifying Optus immediately of any malfunction of the Voicebox Equipment;

(c) performing backups on all other equipment, including, but not limited to, IAC's, voicemails, call accounting systems, contact centre products, etc;

(d) operating the Voicebox Equipment in the manner for which it is designed and maintaining, to the best of its ability, the appropriate operational conditions as specified by Optus or the manufacturer of the Voicebox Equipment;

(e) providing adequate on-Site facilities and assistance to enable Optus or its nominated third party to fulfil its obligations pursuant to this Agreement;

(f) not, without the prior written consent of Optus, allowing any adjustments, modifications, alterations, repairs or servicing to the Voicebox Equipment to be carried out by persons other than Optus or authorised or accredited manufacturer’s  technicians;

(g) not, without the prior written consent of Optus, moving, altering, modifying, adding to, detaching from or attaching to the Voicebox Equipment any other items.;

(h) establishing, providing and maintaining the necessary carriage and other infrastructure to allow Optus or its nominated third party to provide maintenance services via Remote Access (if applicable); andproviding Optus staff or its nominated third party staff (at no cost) with the necessary Site and OH&S induction training to allow such staff to attend a Site to provide Standard SMO services (where required).

11. CANCELLATION FEE
11.1 Where your Service or Individual Service is cancelled during the Committed Term and a Cancellation Fee is payable under the General Terms, you will need to pay us an amount equal to the net present value of:
(v) the profit component of all amounts that would have been payable in respect of the monthly recurring charge for the relevant  Individual Service for the remainder of the Committed Term from the date cancellation takes effect; plus

(w) all amounts that will be incurred by Optus as a result of the cancellation; plus

(x) any unavoidable third party costs that will be incurred by Optus, in respect of the relevant 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.
12. DEFINITIONS

Terms not defined in these Service Family Terms are as defined in the General Terms, unless inconsistent with the context. 

Access Connection means any connection between your Service Delivery Point and our Provider Edge Routers in an Optus exchange.

Access Method means the Access Connection method used to deliver the Service.

Access Line means a line or link, and ancillary facilities, over which the Service is delivered, connecting a telephone or other equipment to a local exchange of a carrier.
Calls to Mobiles means a call from an Access Line within Australia to an Australian mobile digital phone number. 
Charging Zone means a charging zone listed in Appendix A – “Charging Zones” or Appendix B – “Zones with Fixed Charge Access to Non-Adjacent Zones”.  Appendix A contains a list of Charging Zones and their adjacent Charging Zones.  Appendix B contains a list of Charging Zones that have designated local call access even though they are not adjacent standard Charging Zones as may be amended from time to time available at: http://www.optus.com.au/business/sfoa. 

Critical Fault means total loss of the Service or a fault 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;;

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 Restoration Targets means the fault restoration targets for restoring a Service Outage or a Service Degradation applicable across all Optus Evolve Service Options and for each Access Method as set out in Table 2 of the Service Family Terms.

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).

Local Call means a call made where: 
(y) the calling party and the called party are both located in the same Charging Zone;

(z) the standard Charging Zone in which the calling party is located is adjacent to the standard Charging Zone in which the called party is located; or

(aa) the Charging Zone in which the calling party is located has designated local call access to the Charging Zone in which the called party is located.

A list of Charging Zones and their adjacent Charging Zones are set out in Appendix A.  A list of Charging Zones that have designated local call access even though they are not adjacent standard Charging Zones are set out in Appendix B. 
Major Fault means partial loss of a service, or a fault that renders the service impaired but still useable.
Minor Fault means:

(a) anomalies in performance;

(b) non-service effecting alarms; or

(c) general technical queries on the Service.

Monthly Recurring Charge means the monthly reoccurring charges paid for the Committed Term of the Agreement based upon your selected individual pricing plan as set out in the Application.

National Long Distance means a call from an Access Line within Australia to an Access Line elsewhere in Australia that is not a Local Call. 
Outage Window has the meaning given to it in 9.1
Related Service Options means those Service Options that are pre-requisites to obtaining the relevant Service;

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 11:00pm and 7:00am Australian Eastern Standard Time and does not include Routine Maintenance.

Service Description means the Service Family Terms and Service Option Terms applicable to the Optus Voicebox – S Service. 

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. 

Service Installation Date means the installation date for the Voicebox Equipment notified by Optus to you in writing.
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, as specified in the Application.
Voicebox Equipment means the Voicebox - S equipment .
SERVICE OPTION TERMS

Service Option: Voicebox Standard Service Management Option (Standard SMO)
This Service Option forms part of Optus Voicebox - S Services
The Standard SMO Service Description comprises the following Parts:

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

Voicebox Standard SMO is a managed service for Voicebox - S equipment during the hours of 9am to 5pm Monday to Friday Australian Eastern Standard Time (AEST), (the “Service”).
3. AVAILABLE SERVICE FEATURES 
· Help Desk services
· Soft MACs

· Reporting services

· Inventory Management Services 
· Maintenance and Support services

· Hardware maintenance
· Included Minutes 
· Professional Services (price on application)

4. FAULT REPORTING 

The fault response and restoration targets for the Voicebox Equipment (hardware) in the Voicebox Standard SMO Service are as defined in the table below:
	Voicebox (PABX and handsets) Maintenance(Fault Rectification)



	Critical 

Severity 1 - 
Urgent Faults

(system down or in excess of 30% of system unavailable)
	· 6 Service Hours restoration target
· 2 Service Hour response time (Metro) and 
· 4 Service Hour response time (Regional) 



	Major

Severity 2 - 
Minor Faults (system impacted but less than 30% effected)
	· 10 Service Hours restoration target
· 4 Service Hour response time 




	Minor

Severity 3 - 

Routine Faults (user difficulty)
	· 7 Business Days restoration target
· 8 Service Hour response time 






Example: 

The time commences when you report a fault and time is measured during the service management hours. For example, you are in the Metro area and a Severity 1 Fault is reported at 5pm on Friday. The Fault Response and Restoration Target will be no later than 9am on the following Monday.

Note: 

Fault Response and Restoration Targets above do not apply to the Related Service Options (Optus Evolve Voice, or Optus Voice Express Services) 
5. SPECIAL CONDITION – REMOTE ACCESS REQUIRED
5.1 If remote support is selected in your Application, you are required to provide remote access to the Optus Voicebox equipment at your site through an Internet service. Please note that Internet connectivity is not included with the Voicebox Service.  Optus will work within the reasonable conditions of your IT security policy for remote access.  Remote support conditions apply, refer to your Application for details..
6. DEFINITIONS 

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

Service Hours means time within the hours of 9am to 5pm Monday to Friday Australian Eastern Standard Time (AEST)
SERVICE OPTION TERMS

Service Option: Voicebox Extended Service Management (Extended SMO)
This Service Option forms part of Optus Voicebox - S Services

The Extended SMO Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Voicebox - S Services); and

· Part 2: The Service Option Terms.
The Service Option Terms are separate terms applicable to each of the Optus Voicebox - S Services Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms:
7. DESCRIPTION OF THE SERVICE OPTION

Voicebox Extended SMO is a managed service for Voicebox - S equipment during the hours of 8am to 8pm Australian Eastern Standard Time (AEST), seven days per week (the "Service”)
8. AVAILABLE SERVICE FEATURES (price on application) 

· Help Desk services

· Soft MACs

· Reporting services

· Inventory Management Services 
· Maintenance and Support services

· Hardware maintenance

· Included Minutes 
· Professional Services

9. FAULT REPORTING 

 The Fault Response And Restoration Targets for the Voicebox Equipment (hardware) in the Voicebox Extended SMO Service are as defined in the table below:
	Voicebox (PABX and handsets) Maintenance(Fault Rectification)



	Critical 

Severity 1 - 
Urgent Faults

(system down or in excess of 30% of system unavailable)
	· 6 Service Hours restoration target
· 2 Service Hour response time (Metro) and
· 4 Service Hour response time (Regional) 




	Major

Severity 2 - 
Minor Faults (system impacted but less than 30% effected)

	· 10 Service Hours restoration target
· 4 Service Hour response time 




	Minor

Severity 3 - 

Routine Faults (user difficulty)
	· 7 Business Days to restoration target 
· 8 Service Hour response time 






Example: 

The time commences when you report a fault and time is measured during the service management hours. For example, you are in the Regional area and a Severity 1 Fault is reported at 6pm on Friday. The Fault Response and Restoration Target will be no later than 10am the following Monday.

Note: 

Fault Response and Restoration Targets above do not apply to the Related Service Options (Optus Evolve Voice, or Optus Voice Express Services). 
10. SPECIAL CONDITION – REMOTE ACCESS REQUIRED
If remote support is selected in your Application, you are required to provide remote access to the Optus Voicebox equipment at your site through an Internet service. Please note that Internet connectivity is not included with the Voicebox Service.  Optus will work within the reasonable conditions of your IT security policy for remote access. 
11. DEFINITIONS 

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

 Service Hours means time within the hours of 8am to 8pm Australian Eastern Standard Time (AEST), seven days per week
SERVICE OPTION TERMS

Service Option: Voicebox Premium Service Management (Premium SMO)
This Service Option forms part of Optus Voicebox – S Services

The Premium SMO Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Voicebox - S Services); and

· Part 2: The Service Option Terms.
The Service Option Terms are separate terms applicable to each of the Optus Voicebox - S Services Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms:
12. DESCRIPTION OF THE SERVICE OPTION

Voicebox Premium SMO is a managed service for Voicebox - S equipment available 24 hours per day, seven days per week (the ”Service”).  

13. AVAILABLE SERVICE FEATURES (price on application)
· Help Desk services

· Soft MACs

· Reporting services

· Inventory Management Services 

· Maintenance and Support services

· Hardware maintenance

· Included Minutes 
· Professional Services 
14. SERVICE AVAILABILITY, FAULT REPORTING AND SERVICE REBATES

The fault response and restoration targets for the Voicebox Equipment (hardware) in the Voicebox Premium SMO Service are as defined in the table below:
	Voicebox (PABX and handsets) Maintenance(Fault Rectification)



	Critical 

Severity 1 - 
Urgent Faults

(system down or in excess of 30% of system unavailable)
	· 6  Hours restoration target
· 2 Hour response time (Metro) and
· 4 Hour response time (Regional) 


	Major

Severity 2 - 
Minor Faults (system impacted but less than 30% effected)
	· 10 Hours to restoration target
· 4 Service Hour response time 



	Minor

Severity 3 - 
Routine Faults (user difficulty)
	· 7 Business Days to restoration target
· 8 Hour response time 






Example: 

The time commences when you report a fault. For example, you are in the Regional area and a Severity 1 Fault is reported at 5pm. The Fault Response and Restoration Target will be no later than 9pm.

Note: 

Fault Response and Restoration Targets above do not apply to the Related Service Options (Optus Evolve Voice , or Optus Voice Express Services) 
15. SPECIAL CONDITION – REMOTE ACCESS REQUIRED

15.1 If remote support is selected in your Application, you are required to provide remote access to the Optus Voicebox equipment at your site through an Internet service. Please note that Internet connectivity is not included with the Voicebox Service.  Optus will work within the reasonable conditions of your IT security policy for remote access. Remote support conditions apply, refer to your Application for details.
16. DEFINITIONS 

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

SERVICE OPTION TERMS

Service Option: Voicebox Supply 
This Service Option forms part of Optus Voicebox - S Services

The Voicebox Supply Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Voicebox - S Services); and

· Part 2: The Service Option Terms.
The Service Option Terms are separate terms applicable to each of the Optus Voicebox - S Services Service Options and are to be read in conjunction with both the General Terms and the Service Family Terms:
17. DESCRIPTION OF THE SERVICE OPTION

Voicebox Supply is the supply, installation and commissioning of Voicebox - S equipment during business hours of 9am to 5pm Monday to Friday Australian Eastern Standard Time (AEST) (the “Service”).  

18.  AVAILABLE SERVICE FEATURES (Price on application)
· Site Audit

· Site Preparation

· Standard Installation

· Customer Training

· Configuration Data Collection
· Professional Services 
19. SPECIAL CONDITIONS 

You must ensure that your Voicebox Equipment is regularly serviced by a Voicebox Equipment maintainer that is authorised and accredited by the manufacturer. Failure to do so may invalidate the manufacturer’s Voicebox Equipment warranty.  
20. DEFINITIONS 

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