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Connected Cloud Edge Service Schedule
Section A –Service Terms
1.

SERVICE SUMMARY

1.1

BT will provide the Customer with a set of managed devices and connections that enable the
connection between public clouds, the Customer’s WAN network and co-located services comprising:
1.1.1

the standard components of the Service set out in Part B; and

1.1.2

any optional components described in Part B and set out in any applicable Order,

up to the point of the Service Management Boundary (“Service”).
1.2

This Part A sets out the specific terms and conditions applicable to the Service, and Part B sets out the
service description and the service management specific terms for the Service.

1.3

This Schedule will not apply for the provision of any other services provided by BT (including the Enabling
Services) as those services will be governed by their separate terms and conditions which need to be first
contracted by the Customer with BT.

1.4

In the event that BT is unable to perform service management with respect to the Service due to an
incident that affects an Enabling Service provided by a party other than BT, BT will not be liable for any
resulting failure or delay to perform its obligations as a result and all affected Service Levels will be
disapplied for the duration of the incident. Notwithstanding the foregoing, if the Enabling Services are
provided by BT then BT will be responsible for ensuring that those Enabling Services perform in
accordance with any associated Service Levels set out in the terms and conditions applicable to that
Enabling Service.

2.

MAINTENANCE, SUSPENSION AND CHANGES TO THE SERVICE

2.1

Service Suspension
2.1.1
Without limiting any other right BT may have, BT may suspend the Customer’s and any other
Authorised User’s access to the Services, if:

any such suspension described in section 2.1 referred to as a “Service Suspension”.
2.1.2
BT shall provide written notice of any Service Suspension to Customer, which for the avoidance
of doubt such notice may be after the Service Suspension, and to provide updates regarding resumption
of access to the Services following any Service Suspension. BT shall resume providing access to the
Service immediately after the event giving rise to the Service Suspension is cured. Unless caused by
negligent acts or omissions of BT, BT will have no liability for any damage, liabilities, losses (including any
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loss of profits), or any other consequences that the Customer or any other Authorised User may incur as a
result of a Service Suspension.
2.2

Planned Maintenance
2.2.1
BT may carry out planned maintenance on the Service from time to time. BT will use its
reasonable endeavors to inform the Customer at least seven (7) days before any scheduled hardware or
software maintenance. The notice will include an impact summary (e.g. loss of redundancy, service
affecting), description of the change and the change window for the maintence.
2.2.2

Planned maintenance shall not be scheduled more than once per month.

2.2.3
Whilst BT will take reasonable steps to stop anyone getting unauthorised access to any part of
the BT network, BT cannot prevent against unauthorised or unlawful access to or use of either the BT
equipment or the Service.
2.3

Emergency Maintenance
2.3.1
BT may occasionally suspend the Service in an event of emergency and/or to safeguard the
integrity and security of the Service. Where possible, BT shall inform the Customer without undue delay in
advance, where this is not possible due to the nature of the event, BT shall demonstrate afterwards why
this was required.

2.4

BT does not and cannot control the flow of traffic beyond the Managed Devices and the Connections
associated with it to any destination. Such flow depends in large part on the availability and
performance of network or cloud services provided or controlled by other customers. Such customers’
actions or inactions may cause some or all connections to be impaired or disrupted, and while BT will use
commercially reasonable efforts to take actions it deems appropriate to remedy and avoid such events,
BT cannot guarantee that they will not occur. Accordingly, BT disclaims any and all liability resulting from
or related to such events.

Section B – Customer Obligations
3.
3.1

GENERAL CUSTOMER OBLIGATIONS
The Customer will:
3.1.1

provide BT with the names and contact details of the Customer contact;

3.1.2

use the Incident reporting procedures notified to Customer by BT, and ensure that the Customer
contact is available for all subsequent Incident management communications;

3.1.3

without undue delay provide BT with any information or assistance reasonably required by BT to
enable it to perform its obligations hereunder with respect to the Service, including provision of all
routing and configuration details of the Enabling Services or any other service connected to the
Service in order to ensure the Service routes traffic correctly.

4.

CUSTOMER EQUIPMENT, SITES AND ENABLING SERVICES

4.1

The Customer will:
4.1.1

monitor and maintain any Customer Equipment connected to the Service or used in connection
with a Service;

4.1.2

ensure that any Customer Equipment that is connected to the Service or that the Customer uses,
directly or indirectly, in relation to the Service:
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5.
5.1

4.1.3

immediately disconnect any Customer Equipment, or advise BT to do so at the Customer’s
expense, where Customer Equipment:

4.1.4

procure services that are needed to permit the Service to operate, including Enabling Services,
and ensure they meet the minimum technical requirements specified by BT.

4.1.5

inform BT of any planned maintenance on any third party provided service connected to the
Service (including an Enabling Service); and

4.1.6

ensure and confirm to BT that the Enabling Service and any service connected to the Service is
working correctly before reporting Incidents to BT.

END OF SERVICE
On termination of the Service, Customer will:
5.1.1

Retrieve all Customer data from the Service;

5.1.2

Delete all Connections to the Service;

5.1.3

Arrange for any services (i.e. firewall) connected to the Service to be terminated.

Section C – Charges, Invoicing Terms and Indemnities
6.

CHARGES

6.1

Unless set out otherwise in any applicable Order, BT will invoice you for the Charges as set out in the
Order.

7.

MINIMUM SUBSCRIPTION TERM

7.1

The Order sets out any minimum subscription term applicable to the Service.

7.2

Unless otherwise agreed to the contrary, following the expiration of any minimum subscription term, the
Service shall continue on a rolling monthly basis unless the Parties agree in writing to enter into a new
minimum subscription term.

7.3

Unless otherwise agreed by the Parties in writing, any such term extension or continuation of the Service
after the initial minimum subscription term will be subject to the then existing Charges and any other
governing terms and conditions.
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8.

TERMINATION FOR CONVENIENCE AND EARLY TERMINATION CHARGES

8.1

The Customer may at any time terminate the Agreement or an Order for convenience on 30 days written
notice and the Customer shall pay to BT the early termination Charges as set out in the Order.

8.2

During the period of the minimum subscription term of the Order(s), or a subsequent renewal period the
Customer may request a change to their Service:
8.2.1 Changes will be agreed via a new signed Order and will co-terminate with existing Order(s);
8.2.2 For Managed or Infrastructure Devices:

8.2.3 For Connections:

8.2.4 For other Service items that may be made available as part of the Service:

8.2.5 Where a change would result in a lower monthly subscription charge than set out at the beginning
of a minimum subscription term (initial or renewal term), then no reduction of the monthly
subscription charge will be applied. This will be specified in the applicable Order(s) for the change.
8.2.6 The delivery of any changes to the Service will not change any commitments the Customer has for
any Enabling Services provided by BT or other BT-provided services that may be used with the
Service. Any such commitments will be as set out in the terms for such services.

9.

MISCELLANEOUS CHARGES

9.1

In addition to the Charges set out in the Order, Customer may be liable for the following additional
Charges:
9.1.1

Charges for commissioning the Service outside of Business Hours, on a Site-by-Site basis;

9.1.2

Charges for expediting provision of the Service at Customer’s request after BT has informed
Customer of the delivery date; and

9.1.3

If BT has to change the Service prior to the applicable Operational Service Date because the
Customer has provided BT with materially incomplete or inaccurate information, BT may, acting
reasonably, apply additional Charges to perform the necessary change subject to:
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10.

INDEMNITIES

10.1 BT Indemnity
10.1.1

Subject to the limits on liability set out in the governing agreement, BT shall defend or settle any
claims, suits, actions, damages, costs, proceedings, expenses (including reasonable attorney’s
fees and expenses) brought against the Customer by any third party arising from any actual or
alleged infringement of Intellectual Property Rights (including patent claim, copyright or trade
secret) of such third party arising from Customer’s use or possession of the Documentation or
the use or possession (or any other act) of the Service anywhere in the world (“Third-Party
Claim”), provided that:

10.1.2

If such a Third-Party Claim is made or BT reasonably anticipates such a Third-Party Claim will be
made, the Customer agrees to permit BT at BT’s discretion and expense, to:

10.1.3

If the Customer along with BT determine that neither alternative set out in section 10.1.2 is
reasonably available, the Parties will discuss the next steps so long as BT fully accepts the
Indemnity obligation under section 10.1.1.

10.1.4

This section 10.1 sets forth the Customer’s sole remedies and BT’s sole liability and obligation for
any actual, threatened, or alleged Third-Party Claims.

10.1.5

This section 10.1 will not apply to the extent that any such Third-Party Claim arises from the
Customer’s breach of this Agreement, Customer data or Third-Party Products.

10.2 Customer Indemnity
10.2.1

Subject to the limits of liability set out in the governing agreement the Customer shall indemnify,
hold harmless, and, defend BT and its Affiliates from and against any and all liability, loss,
damages, costs and expenses (including reasonable attorneys’ fees and expenses) for third
party claims related to (i) Customer data; (ii) Customer’s or any Authorised User’s negligence or
willful misconduct or use of the Service in a manner not authorised by this Agreement or as
otherwise agreed by the Parties or (iii) Customer’s use of any Third Party Products in violation of
any applicable third party terms and conditions.

Section D – Compliance
11.

INTERNATIONAL SECURITY CONCERNS

11.1 Each Party will comply with (and the Customer will ensure that any Authorised User comply with)
applicable export/re-export, sanctions, import and customs laws and regulations (including U.S. sanctions
and export regulations) (“Sanctions Laws”). In addition, the Customer will not be listed on, nor owned or
controlled by an entity or person which is subject to, nor located in or organised under the laws of a
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country subject to, U.S. or E.U. embargo. Notwithstanding any other provision in this Agreement, BT
reserves the right to terminate this Agreement immediately upon written notice to the Customer if BT
reasonably determines that the Customer is not in compliance with this section 11 or is causing BT to be
exposed to violations under Sanction Laws.
12.

18.3 ANTI-MONEY LAUNDERING.

12.1 Each Party will comply with all applicable anti-money laundering laws. If the bank to which the Customer
remits payment (“BT Bank”) refuses to process a Customer payment for any reason including, but not
limited to, a reasonable belief that the Customer’s payment may be connected to money laundering (a
“Suspicious Payment”), the Customer will reasonably cooperate with all requests from BT or the BT Bank
(e.g., requests for additional information in order to process the Suspicious Payment) or remit payment of
any outstanding balance using an alternative payment method within five (5) business days.

Section E – Service Levels
13.

SERVICE LEVELS AND SERVICE CREDITS

13.1 Service Availability
13.1.1

From the Operational Service Date, BT will provide the Service with a target availability
corresponding to deployment type as set out in the applicable Order, and as defined in the
table below:

Deployment Type

Target Availability

Non-Resilient deployment

99.9%

Resilient deployment

99.99%

13.1.2

Service Levels are applicable to each Site at which the Service is deployed. Where a Customer
builds a Service across multiple Sites, the target availability will be set according to the
deployment type at each Site.

13.1.3

Notwithstanding anything to the contrary, Service Levels will not apply and BT will have no
liability if the Unavailability is due to one of the exclusions set out in section 13.4.

13.2 Service Credits
13.2.1

For periods of Service Unavailaibility, Service Credits may be applicable. “Unavailability” is
defined as the consecutive duration of time in a calendar month in which a Managed Device,
Infrastructure Device or Connection prevents delivery of your traffic but excludes any
unavailability that results from the exclusions set out in section 13.4. This period starts when you
inform BT of the Incident and ends when BT closes the ticket in accordance with the Service
Management Schedule.

13.2.2

Applicable Service Credits will be calculated on the basis of the Customer deployment type
and will only apply to the Site where the Unavailability occurred.

13.2.3

Service Credits will not be applicable to downtime resulting from planned or emergency
maintenance activity.

13.2.4

For Non-Resilient deployments, the applicable Service Credits include:

Availability in month

Consecutive minutes of Unavailability

Service credits as a % of the Monthly
Subscription Charge per impacted
Site
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13.2.5

99.9% - 99%

44 minutes to < 7 hours

10%

99% - 98%

7 hours to < 14.4 hours

50%

98% - 97%

14.4 hours < 21.6 hours

75%

<97%

> 21.6 hours

100%

For Resilient deployments, the applicable Service Credits include:

Availability in month

Consecutive minutes of Unavailability

Service credits as a % of the Monthly
Subscription Charge per impacted
Site

99.99% - 99.9%

4 minutes to < 44 minutes

5%

99.9% - 99%

44 minutes to < 7 hours

10%

99% - 98%

7 hours to < 14.4 hours

50%

98% - 97%

14.4 hours < 21.6 hours

75%

<97%

> 21.6 hours

100%

13.3 Requests for Service Credits
13.3.1

The Customer may request applicable credit (“Service Credits”) within 28 days of the date the
Unavailability occurred. Any failure by the Customer to submit a request in accordance with
this section will constitute a waiver of any claim for Service Credits for that calendar month.

13.3.2

Upon receipt of a valid request for Service Credits in accordance with this section:

13.3.3

In any calendar month, Service Credits will not exceed 100 per cent of the monthly subscription
charge for Service at the impacted Site (or the prorated amount if applicable).

13.3.4

All Service Levels and Service Credits will be calculated in accordance with information
recorded by, or on behalf of, BT and will be verified by BT.

13.4 Service Level and Service Credit exclusions
13.4.1

Service Levels and Service Credits detailed in this Schedule will not apply where the
Unavailability of the Service is due to:
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Section F - Data Processing

14.

DURATION OF THE PROCESSING OF PERSONAL DATA

14.1 BT will Process the Customer Personal Data for the Service for as long as BT provides the Service and for as
long as BT may be required to Process the Customer Personal Data in accordance with applicable laws.
15.

THE NATURE AND PURPOSE OF THE PROCESSING OF PERSONAL DATA

15.1 BT will provide the Customer with managed devices and connections that enable connections between
public clouds, the Customer’s WAN network and co-located services.
16.

TYPES OF PERSONAL DATA AND CATEGORIES OF DATA SUBJECTS

16.1 The types of Customer Personal Data Processed the Sub-Processors or the Customer will be:
16.1.1

name;

16.1.2

business address;

16.1.3

telephone number (fixed/mobile);

16.1.4

Customer account number;

16.1.5

billing details; and

16.1.6

passwords.

16.2 The Customer Personal Data will concern the following categories of Data Subjects:
16.2.1

Customer;

16.2.2

Customer employees and Users; and

16.2.3

any Data Subject (as controlled by the Customer).

Section G – Defined Terms
For the purposes of this Service Schedule the following defined terms and abbreviations shall have the meaning
ascribed to them:
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