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[bookmark: _Toc476919946]About this Service Description
(a)	This is the service description for the Optus Loop Service. 
(b)	Your agreement with us for the supply of the service is made up of:
(i)	your application; 
(ii)	the SMB terms; 
(iii)	this service description; 
(iv)	 the standard pricing table; and
(v)	 the appendices. 
(c)	You may obtain a copy of the latest version of the SMB terms, service description, standard pricing table (small or medium business customers) and appendices from us or on our website. (d)	Where you may be charged a fee or charge, then this fee or charge is set out in the standard pricing table (small or medium business customers). Please check the standard pricing table (small or medium business customers) carefully to see what fees or charges apply to your use of the service.
(e)	The meaning of the words printed like this are set out at the end of this service description or in the SMB terms.
[bookmark: _Toc476919947]The Service
[bookmark: _Toc393986766][bookmark: _Toc468097233][bookmark: _Toc476919948][bookmark: _Ref24367561]What is the service?
[bookmark: _Toc92703815]The service allows you to make calls and receive calls over a broadband connection, via a voice over IP service, from a phone located at your premises. You must connect to a minimum of one service and up to a maximum of two hundred and fifty services. The service also allows you access to a range of other telephone services, including a standard telephone number, a number range, a directory listing, provision of directory assistance and operator services and other enhanced calling features.
	

	

	


[bookmark: _Toc92703817][bookmark: _Toc393986768][bookmark: _Toc468097234][bookmark: _Toc476919949][bookmark: _Toc89248100]Coverage
a) The service is only available at premises which can be physically connected via qualifying broadband connections.
b) The service may not be available at all locations or premises. If this clause applies to your service, (i) either party may cancel your order for such service and you may do so without incurring any cancellation fees for such service; and (ii) we will credit or refund you any monies paid by you for such service.
[bookmark: _Toc92703818][bookmark: _Toc393986769][bookmark: _Toc468097235][bookmark: _Toc476919950]What do we provide as part of the service?
We will provide you with:
a) the required equipment, soft clients, and IP handsets,
b) any additional service features you have selected, and
c) [bookmark: _Hlt100726486]access to Customer Service (see clause 11 below). 
[bookmark: _Toc137526509][bookmark: _Toc393986770][bookmark: _Toc468097236][bookmark: _Toc476919951]Provision of the required equipment
a) Apart from any existing equipment that you already have to use with the service (for example equipment you use with your Broadband Internet), you must obtain the required equipment from us for use with the service. You can order this from us in your application. The price of the required equipment is contained in the Loop pricing table(small or medium business customer).
b) You are responsible for the maintenance of the required equipment.
[bookmark: _Toc393986771][bookmark: _Toc468097237][bookmark: _Toc476919952]Approved equipment
a) You may only access the service using IP handsets, or devices provided or purchased from Optus.
[bookmark: _Toc393986772][bookmark: _Toc468097238][bookmark: _Toc476919953][bookmark: _Toc92703821]Software
a) We will provide you with access to the Optus software and third party software for use with the service.
b) You are granted a non-exclusive licence to use the Optus software. The use of  third party software is subject to the third party usage terms.  
c) If the service is cancelled, you must cease using and delete the Optus software and third party software.
d) We do not make any warranty or representation regarding the performance of any third party software in connection with the service as it operates on your computer, tablet or mobile device.
e) Third party software may not be compatible with some operating systems. If you would like a list of such non-compatible operating systems, please contact us. 
f) We provide support for the Optus software. Third party software is subject to the third party usage terms. 
g) You must not disassemble, decompile or reverse engineer any Optus software. 
[bookmark: _Toc393986774][bookmark: _Toc468097239][bookmark: _Toc476919954]Warranties
a) In addition to your statutory rights as a consumer, we provide the warranty period with equipment we supply to you at no extra cost. The warranty period does not apply where you have supplied your own equipment.
b) If you notify us of a fault with the included IP Handsets or other required equipment we have supplied to you within the warranty period, we will, at our option, repair, replace, or provide credit for the faulty item at no cost to you. If we do not find a fault, or if the fault was caused by:
i. any equipment which is not Optus owned equipment (such as your computer),
ii. any interference caused by an intervening event, 
iii. any interference with or modification to this equipment or a failure to use it in accordance with instructions, or
iv. damage caused by you.
then we will charge you for the repair or replacement, including associated shipping, handling and/or service call fees.
c) Outside any warranty period, the maintenance of the IP Handsets and other required equipment we have supplied to you is your responsibility. If we replace that equipment, we will charge you a fee, including associated shipping, handling and/or service call fees. If requested by you, we will notify you of such fee.
[bookmark: _Toc393986775][bookmark: _Toc468097240][bookmark: _Toc476919955]Use of the service
a) [bookmark: _Ref46809768]If you do not own the premises, you must obtain the owner's permission to use the service.
b) We offer a range of specific services for people with disabilities consistent with our Disability Action Plan. This plan is available on our website www.optus.com.au/disability or by contacting Customer Service (as set out in this service description). You should note that TTY machines cannot be used with the service.
[bookmark: _Toc476919956]Connecting to the Service
[bookmark: _Toc476919957]Limitations on connection to the service
To connect to the service you must:
a) have a qualifying broadband internet connection; and
b) be the account holder of the broadband internet connections to be used to connect to the service. 
[bookmark: _Toc476919958]Connecting to the service
a)	For you to be connected to the service, we will:
(i)	perform a standard, remote, or instructions for a self-installation of the required equipment, and
(ii)	test that your service is operating correctly.

b)	The installation will be a standard installation, remote or a self installation. 
c)	If you do not own the premises in which the service is to be installed, you represent and warrant to us that you have notified the relevant owner (including but not limited to any body corporate of a flat or apartment building) and obtained its permission for us to enter the premises, to connect the required equipment and to make physical modifications to the premises in order to install or remove the service. You must indemnify us against any claim made against us by another person in connection with our performance during the installation or removal of the service. 
d)	You agree to back up all existing computer files and software (together ‘data’) on your computer and peripherals by copying them to another storage medium or other computer before we perform the installation. As such, we are not responsible for any loss or damage to your data.  Nothing in this clause removes or limits your statutory rights as a consumer affected any statutory rights you may have affected, including those under the Australian Consumer Law. 
(e)	Optus Loop is contingent on the available broadband service at the intended site location and successful test result for the Loop service. If the ExamiNet testing or broadband service provisioning fails, you will not be tied to, and will have the option to, terminate such agreement (relating to such order).   
[bookmark: _Toc393986779][bookmark: _Toc468097244][bookmark: _Toc476919959]Your responsibilities after installation
a) After installation, you are responsible for integrating your network, your equipment and/or your software at your premises with the service. For example, you may need to install additional wiring, reconfigure your data network equipment.
b) After installation, if we make a service call at your request and there is no fault with the required equipment, we may charge you a service fee. 
[bookmark: _Toc476919960]Monitored services
If you have a monitored service on your premises, it is your responsibility to check that the monitored service is working following the installation of the service. We will not be liable for any loss that you may suffer as a result of a monitored service failing to work for any reason following the installation of the service. 

[bookmark: _Toc476919961]Service Charges
[bookmark: _Toc476919962]What does the cost of the service depend on? 
The cost of the service depends on:
a) the pricing plan you select (see Loop pricing table for small or medium business customers),
b) the installation charges and if your premises require a remote, or self installation,
c) your use of the service (including, for example, length of call, time and day of call, destination of call and call type, and your use of any enhanced calling features), and
d) any changes you make to your pricing plan, the enhanced calling features you use or acquire and if you accept the terms of a special.
[bookmark: _Toc476919963]Can you change your pricing plan?
You may change pricing plan:
a) if your current pricing plan allows you to change, and
b) if you meet the eligibility criteria of the pricing plan to which you are wanting to change
[bookmark: _Toc476919964]Phone Numbers
[bookmark: _Toc476919965]How do you obtain a phone number?
If you do not already have a phone number for use with the service, we will issue you the required phone numbers needed for the features delivered with your service.
[bookmark: _Toc476919966]How are phone numbers issued?
a) All phone numbers are selected, issued and used by us in accordance with the Australian Communications and Media Authority's Numbering Plan and Telecommunications Numbering Plan Number Declarations (numbering regulations). 
b) For an additional charge, you may apply for a specific phone number.
c) For an additional charge, you may apply for a sequential block of in-dial number ranges.
[bookmark: _Toc476919967]Can we change your phone number? 
a) We may be required to recover or recover and replace a phone number we have issued you in order for us to comply with the numbering regulations.
b) We will give you as much notice as is reasonably practicable if we have to do this.
[bookmark: _Toc476919968]Who owns the phone number?
a) You do not own the phone numbers and your right to use the phone numbers starts when we issue the phone numbers to you.
b) Your right to use the phone numbers ends if you no longer obtain the service unless you transfer your phone numbers (see clause 6 below). 
c) If you stop obtaining the service and do not transfer your phone numbers, we may issue your phone numbers to another customer in accordance with the numbering regulations.
[bookmark: _Toc476919969]Our liability to you in respect of phone numbers
We are not liable to you for any expense or loss incurred by you or your business due to:
a) any recovery or recovery and replacement of your phone numbers under clause 5.3(a) above, or
b) you ceasing to have the right to use your phone numbers under clause 5.4 above.

[bookmark: _Toc476919970]Porting your Phone Numbers
[bookmark: _Toc133209917][bookmark: _Toc393986791][bookmark: _Toc468097256][bookmark: _Toc476919971]Porting from another telephone company or service provider
a) You may be able to port your phone numbers you have obtained from another service provider when you connect to the service.
b) We will not charge you a fee for porting phone numbers from another service provider. However, before you port your phone numbers you should confirm the terms of your agreement with that service provider, to determine what consequences, if any, there are when you port your phone numbers (including, for example, a fee for porting or any early cancellation fees).
c) When you port your phone numbers to us, there may be a brief period when the service is interrupted. 
[bookmark: _Toc91658734][bookmark: _Toc92776707][bookmark: _Toc92781300][bookmark: _Toc92862468][bookmark: _Toc133209918][bookmark: _Toc393986792][bookmark: _Toc468097257][bookmark: _Toc476919972]Porting from us to another carrier or carriage service provider
a) You may be able to port your phone numbers to another service provider by request with that service provider. However, this is not always possible and you may lose your phone numbers.
b) We may charge you a fee to port your phone numbers to another service provider. If requested by you, we will notify you of such fee. 
c) You must not cancel the service before you port your phone numbers. The service provider to which you have ported your phone numbers will inform us that you have ported your phone numbers and we will cancel the service.
d) You can only port your phone numbers. You may not be able to port over any enhanced calling features.
e) You may only port a phone number for which you are the authorised customer.

[bookmark: _Toc476919973]Quality of the Service
[bookmark: _Toc476919974]Degraded quality of calls
Loop services (lines) delivered over your broadband connection, must qualify for the number of simultaneous calls. If you attempt to make more simultaneous calls using the service, the quality of all calls could be degraded.
[bookmark: _Toc476919975]Emergency calls
a) In the event of a power failure or network outage, you will not be able to use the service to make or receive calls, including, for example, to emergency services. 
b) In the event of a power failure or network outage, we also recommend you ensure you have an alternative means to make calls (such as a charged up mobile phone).
c) We recommend that you purchase an uninterruptible power supply (battery backup) if you are relying on the service to make emergency phone calls.
d) If you use the service to call emergency services (000), you must inform the operator of the street address of the location from where you are calling.

[bookmark: _Toc476919976]Enhanced Calling Features
a) The service offers a range of optional enhanced calling features. These are found in the Loop Feature Guide.
b) Certain enhanced calling features that are available with other Optus local telephony services may not be available with the service. The Loop Feature Guide will tell you if a particular enhanced calling feature is not available with the service
[bookmark: _Toc476919977]What happens if your required equipment or your username is lost or stolen?
a) We are not responsible if your required equipment or any username or password you use in connection with the service is lost or stolen.
b) You must notify us as soon as possible if your required equipment or your username/password is lost or stolen. 
c) [bookmark: _Toc90780045][bookmark: _Toc90780210][bookmark: _Toc90780693][bookmark: _Toc90780046][bookmark: _Toc90780211][bookmark: _Toc90780694][bookmark: _Toc90780052][bookmark: _Toc90780217][bookmark: _Toc90780700]You are responsible for all charges incurred using the lost or stolen required equipment or your username/password up until the time you notify us that your required equipment or your username/password has been lost or stolen.
[bookmark: _Toc476919978]What happens if you move premises?
[bookmark: _Toc133209922][bookmark: _Toc393986799][bookmark: _Toc468097264][bookmark: _Toc476919979]If you move premises and the service is available at your new address:
If the service is available at your new address and you wish to continue receiving the service at your new address, then we may charge you an installation fee or service reconnection charge but we will not charge you a cancellation fee, even if you move before the end of the minimum term.
[bookmark: _Toc118094404][bookmark: _Toc118099305][bookmark: _Toc118100396][bookmark: _Toc118170033][bookmark: _Toc133209924][bookmark: _Toc393986800][bookmark: _Toc468097265][bookmark: _Toc476919980]If you do not wish to continue to receive the service supplied by Optus
If you move premises and you do not wish to continue receiving the service:
a) we will cancel the service; and
b) if as a result of this the service is cancelled before the end of the minimum term, we may charge you a cancellation fee in accordance with clause 12.
[bookmark: _Toc133209925][bookmark: _Toc393986801][bookmark: _Toc468097266][bookmark: _Toc476919981]Giving us notice of your new address
You must give us sufficient notice of your new address before you move and must let us know if any of the required equipment is relocated to another address.
[bookmark: _Toc476919982]Customer Service
a) [bookmark: _Ref53460202]We will provide customer service and technical support for the service and for the required equipment.
b) Customer Service may only provide limited assistance for equipment and software supplied by you. However, full customer service is provided regarding billing, passwords, email and online services.
[bookmark: _Toc476919983]Cancelling the service 
Where a service is cancelled by you during the minimum term and a cancellation fee is payable under the SMB terms, you will need to pay us an amount equal to:
a) any unavoidable third party costs that will be incurred by Optus, in respect of the service for the remainder of the minimum term; plus
b) any other up-front costs incurred by Optus in the preparation for or in the setting up of the service or agreement; plus
c) any costs incurred by Optus in the course of the performance of the service to the date of cancellation,
less:
d) any fixed costs or overheads which would have been incurred by Optus in any event regardless of providing you with the service; and 
e) the extent to which those costs set out in sub-clauses (a), (b) and (c) have already been recouped by payments under the agreement,
unless a different formula or a specified amount is otherwise expressly provided in the agreement, including in your application.

Third Party Services
a) The Optus Loop service may use services from third party service providers. As far as the law allows, Optus does not offer any warranties for the services where Optus is not the manufacturer or primary service provider and the only warranties available are as set out in any applicable third party usage terms. 
b) Liability for your loss in connection with the services from a third party service provider which are on-supplied by Optus, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, is excluded by Optus to the extent permitted by law and is governed by the third party usage terms between you and the third party service provider. 
c) To the extent permitted by law, if Optus is liable to you in connection with services from a third party service provider, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, Optus excludes liability for consequential loss and limits its liability to the price you have paid for the relevant third party services. 
What do terms in this Service Description mean?
additional service features are the additional features you may obtain with the service. Descriptions of, and the terms and conditions associated with, each additional service feature available with the service are set out in the Optus Loop Standard Pricing Table (small or medium business customers), available on our website. 
analogue telephone adaptor means a device used to connect an analogue telephone to the service.
broadband connection means a high-speed Internet access that is always on. Broadband connections includes several high-speed transmission technologies such as: Digital Subscriber Line (DSL), Cable, or fibre access.
call means a call of the type set out in Attachment 1.
enhanced calling features are the additional features you may access with the service. Descriptions of the enhanced calling features accessible with the service are set out in Loop Feature Guide.
installation fee means the installation fee set out in the Optus Loop Standard Pricing Table(small or medium business customers), available on our website.
IP handset means a handset which allows you to connect to the service without requiring an analogue telephone adaptor.
Optus soft phone means the software installed on your computer which allows you to make calls from your computer using the service.
Optus software means Optus owned software licenced by Optus for use with the service. 
pricing plan contains information about the terms and conditions and prices of the plan (including services and features) you have selected in your application. You may also hear a pricing plan referred to as a 'rate plan'. The pricing plans are set out in the Optus Loop Standard Pricing Table(small or medium business customers), available on our website. 
porting or Local Number Portability (LNP) means you can retain your telephone number when changing telephone company or service provider. LNP does not guarantee that you can keep your number if you move to a different geographic location.
professional installation means an installation where we, for example:
0. provide a site audit to determine cabling and equipment required to connect to the Loop service.   
(a) Provide a quote for installation extras not included in professional installation
(b) configure the required equipment and connect the Loop Service
required equipment means:
0. a broadband internet connection to your premises
(d) if required, any additional items that may be needed for your particular computer and telephone service to allow you to connect to the service (including, for example, any IP handsets).
Service provider means companies that use a telecommunications network unit to supply carriage services to the public. For example telephone services, Internet access services and Voice over Internet Protocol (VoIP) services.
third party service providers means any third party service provider of the services, identified in your agreement or notified by us to you, and includes VOIP Distribution Pty Ltd trading as Vexpress.  
third party software means third party owned software sublicenced by Optus to you or directly licenced to you by the third party for the use with the service which is subject to the third party usage terms .
third party usage terms means any applicable terms, warranty terms, end user licence agreement (EULA), software, or support terms of the third party or a third party service provider (as applicable). 
warranty period means the period, starting from the date of delivery to you, during which a service call and, where necessary, hardware replacement for hardware supplied by us will be completed at no charge. The warranty period is:
0. 12 months for a packetsmart device,
(f) 12 months for an IP Handset

	CONTACT DETAILS

	Customer Service
	By phone – 1300 842 928

	National Relay Service
	133 677

	Translating and Interpreting Service
	131 450
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