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Managed Service from BT Schedule
A note on ‘you’
‘You’ and ‘your’ mean the Customer.
Phrases that refer to ‘either’, ‘neither’, ‘each of us’, ‘both of us’ or ‘we both’ mean one or b oth Parties, whichev er
makes sense in the context of the sentence.

Part A – The Service
1
1.1

Service Summary
BT will prov ide you with a managed telecommunications serv ice comprised of a range of management serv ices
as set out in Paragraph 2, which may be selected and combined in different combinations by you.
(the “Service”).

1.2

BT will also prov ide applications, equipment, WAN, LAN, IPT and security serv ices, as further described in the
applicable product Schedule (“Associated Services”).

1.3

The management Serv ice set out in Paragraph 2 is offered as an ov erlay to the applicable product Schedule.

1.4

All management Serv ices, and the Associated Serv ices set out in Paragraph 1.2 will be set out in the Order.

2

Service Options
BT will prov ide you with any of the following options that are set out in any applicable Order and in accordance
with the details set out in that Order:

2.1

Provision
Where you select an option from Prov ision, as set out in the Order, the following additional conditions will apply:
2.1.1

General
(a)
BT will normally only need access to a Site during Business Hours but may, on reasonable notice,
require you to prov ide access at other times.
(b)
You may not defer acceptance of the Serv ice because of any minor Incidents which do not
materially affect the performance of the Serv ice. BT will howev er take reasonable steps to correct
any such Incidents as soon as practicable.
(c)
Excluding the Post Out option, BT will contact you to arrange a suitable appointment to deliv er
any CPE to a Site and carry out the Installation.
(d)
BT will prov ide you with any relev ant documentation, cables, accessories and packaging for the
CPE, as supplied by the manufacturer.
(e)
You are responsible for prov iding all relev ant patch leads for connection to the Serv ice. BT will not
be responsible for the condition or compatibility of such leads.
(f)
You are responsible for the disposal of all surplus packaging.
(g)
You will on request make av ailable to BT, free of charge, reasonable office accommodation ,
facilities and office support and any other items notified to you that BT’s project
managers/directors may require to deliv er the Serv ice.

2.1.2

Post Out
(a)
(b)
(c)
(d)

2.1.3

BT will arrange for the CPE to be deliv ered to a Site. The CPE will be supplied with the
manufacturer’s standard Software configuration.
BT is not responsible for performing any work on a Site for you.
You are responsible for receiv ing and checking all items in the deliv ery.
You are responsible for arranging the installation and commissioning of the CPE (including any
alteration to the Software configuration which you may require) in accordance with the
manufacturer’s specifications for the connection of the CPE to your WAN or LAN or both, as
appropriate, and to carry out any associated integration or testing work that may be required.

Installation Services
(a)
Install
(i)

(ii)
(iii)
(iv )

BT will arrange for the CPE to be deliv ered to a Site. Subject to Paragraphs 7.1.9 and 7.1.10,
BT will unpack and install the CPE at a Site. BT will connect the CPE to the power supply
and ensure that the CPE powers up correctly.
The CPE will be supplied with the manufacturer’s standard Software configuration.
BT is not responsible for any work associated with connection of the CPE to, or testing on,
any form of network.
You are responsible for configuration of the CPE, in accordance with the manufacturer’s
instructions and requirements, to enable connection to your W AN or LAN or both, as
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appropriate, and to carry out any associated integration and testing work which may be
necessary.
(b)

Install and Load a Customer Prov ided Configuration
(i)

(ii)
(iii)

(iv )
(v )
(c)

Install and Load a BT Prov ided Configuration
(i)

(ii)
(iii)

(iv )

(v )
(v i)
(d)

BT will arrange for the CPE to be deliv ered to a Site. Subject to Paragraphs 7.1.9 and 7.1.10
BT will unpack and install the CPE at a Site. BT will connect the CPE to the power supply
and ensure that the CPE powers up correctly.
The CPE will be supplied with the manufacturer’s standard Software configuration.
You are responsible for prov iding a configuration for the CPE in accordance with the
manufacturer’s instructions and requirements, to enable connection to your WAN or LAN
or both as appropriate. You must make the configuration av ailable to BT’s engineer as a
text file or in accordance with the manufacturer’s instructions.
BT will load the configuration onto the CPE.
BT is not responsible for any work associated with connection of the CPE to, or testing on,
any form of network.
BT will arrange for the CPE to be deliv ered to a Site. Subject to Paragraphs 7.1.9 and 7.1.10,
BT will unpack and install the CPE at a Site. BT will connect the CPE to the power supply
and ensure that the CPE powers up correctly.
The CPE will be supplied with the manufacturer’s standard Software configuration.
BT will prepare a configuration based on your specified requirements. Any subsequent
request by you for additional work outside the scope of the original configuration request
will incur additional Charges.
You are responsible for making all configuration details av ailable to BT when requested so
that BT can prov ide an operational configuration. You will submit the configuration
requirements to BT in the form of a completed Customer requirement document.
BT will load BT’s configuration onto the CPE.
BT is not responsible for any work or testing on any form of network, other than to
demonstrate that the configuration is working correctly.

Enhanced LAN and IPT Deliv ery Options
BT may inv oice you for any of the following Charges:
(i)
(ii)
(iii)
(iv )
(v )
(v i)
(v ii)

2.1.4

production and ownership of an IP Addressing Scheme where none is prov ided by you;
production of any form of low lev el design document and Visio diagram that specifies
what you require;
production of bespoke ORT testing schedules;
per port VLAN allocation (VLANs apportioned to groups of ports not indiv idual ports);
bespoke patching design (port to port mapping);
support for migration activ ities. BT will attend migration calls during Business Hours to give
you technical guidance on configurations; and
support for migration activ ities. BT will attend migration calls outside Business Hours to give
you technical guidance on configurations.

Project Management
(a)

(b)

BT Project Management prov ides you with an implementation serv ice cov ering project
management, detailed solution design, Installation, configuration, commissioning, acceptance
testing and rollout of the Serv ice.
The Project Management options include:
Project Management with BT Desk Based Project Manager
(i)
BT will appoint a Desk Based Project Manager who will co-ordinate implementation of the
Serv ice and act as a single point of contact for you in all matters relating to the project.
(ii)
The Desk Based Project Manager will be office based and will not conduct face to face
meetings with you.
Project Management with BT Face to Face Project Manager
(i)

(ii)

BT will appoint a named BT Face to Face Project Manager, who will manage the
implementation of the Serv ice and act as a single point of contact for you in all matters
relating to the project.
The project manager will be av ailable to meet you to agree the implementation plan and
conduct project rev iew meetings as appropriate.

Confidential
BTL BTGS MSfBTSch_published28September2018.docx

Page 3 of 44

Managed Service from BT Schedule
(iii)

This option is only av ailable in the UK. You will be charged for reasonable trav el and
accommodation expenses if you require the BT Face to Face Project Manager to travel
outside the UK.

Project Management with BT Project Director
(i)
BT will appoint a named BT Project Director, w ho will hav e significant experience of leading
and deliv ering complex projects to manage the implementation of the Serv ice and act as
a single point of contact for you in all matters relating to the project.
(ii)
The BT Project Director will be av ailable to meet you to agree the implementation plan
and conduct project rev iew meetings as appropriate.
(iii)
This option is only av ailable in the UK. You will be charged for reasonable trav el and
accommodation expenses if you require the BT Project Director to trav el outside the UK.
2.1.5

BT’s Obligations
BT will:
(a)

(b)
(c)
(d)
(e)

(f)
(g)

(h)
(i)

(j)

2.1.6

prepare your specific technical design specification for the required Serv ice. BT may inv oice you
for additional Charges for any subsequent request by you for additional work outside the scope
of the original technical design specification.
agree a roll out plan with you detailing deliv ery of the Serv ice at each Site;
where applicable co-ordinate/manage the deliv ery of any Line(s) or Guest Access to a WLAN
together with any CPE required for the Serv ice;
where applicable arrange for the prov ision of any Line(s), and ancillary circuit termination
equipment as may be required;
arrange for the CPE to be deliv ered to each Site. Subject to Paragraphs 7.1.9 and 7.1.10, BT will
unpack, and install the CPE at each Site. BT will connect the CPE to the power supply and ensure
that the CPE powers up correctly;
distribute SecurID Tokens to the your Users as appropriate, where you hav e selected Remot e
Access;
unless otherwise agreed, configure the Software so as to implement a standard security policy,
and apply a standard configuration under which SM TP/MIME, FTP and HTTP protocols are enabled
where you hav e selected Firewalls;
configure the Line(s) and/or CPE, as appropriate, so that traffic can be transmitted across the
Customer’s Network as agreed in the technical design specification;
prov ide any necessary patching and interconnect cabling which may be required, where the
CPE is to be connected to LAN cabling installed by BT under this Contract, with the exception of
Paragraph 2.1.6(d) below; and
prov ide you with access to an online portal containing information relating to the Serv ice and
BT’s relev ant contact points. BT will prov ide you with access to the portal but information on the
portal will not form part of the Contract with BT.

Your Obligations
You will:
(a)
(b)

(c)
(d)
2.2

agree a roll out plan with BT detailing deliv ery of the Serv ice at each Site within a reasonable
time;
prov ide any necessary patching and interconnect cabling where the CPE, prov ided in
accordance with this Contract, is to be connected to a LAN infrastructure supplied by a Third
Party or prev iously supplied by BT under separate arrangements;
where applicable, be responsible for prov iding any configuration details requested by BT during
Serv ice deliv ery; and
where applicable, be responsible for prov iding cabling from the PBX to the net buffer/ modem
router and a PSTN line, as appropriate, where the Serv ice includes Call Management Reporting.

Fault Management
Where you select an option from Fault Management as set out in the Order, the following additional condition s
will apply:
2.2.1

Rapid Diagnostics Service
(a)

(b)

BT will prov ide you with an initial point of contact Serv ice Desk to which you will report all Incidents.
Your Customer Contact will contact the Serv ice Desk v ia the telephone number notified to you
by BT or online v ia the serv ice portal. You will, prior to reporting an Incident to BT, carry out an
initial diagnosis to ensure that only Incidents in the Serv ice are reported to BT.
BT will:
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(i)
(ii)
(iii)

(iv )
(v )
(v i)

(v ii)
(v iii)
(ix)

(x)

(xi)
(c)
2.2.2

You may report, track and prov ide updates to BT’s Serv ice Desk by telephone or online v ia the
serv ice portal. You may also v iew historical Incidents online v ia the serv ice portal.

Enhanced Service Desk
(a)
The Enhanced Serv ice Desk (“ESD”) option will include all the elements of the Rapid Diagnostics
Serv ice, Standard or Enhanced Incident Management. In addition, the ESD:
(i)

(ii)

(iii)
(iv )

2.2.3

prov ide the Serv ice to you v ia the Serv ice Desk, which will operate 24 hours per day, sev en
days per week including all national, public and bank holidays;
aim to answer all telephone calls within 30 seconds;
interrogate the relev ant Associated Serv ice remotely using th e management links to
determine which element(s) of the Associated Serv ice is causing the Incident reported by
you and diagnose precisely the root cause(s) of the Incident;
rectify the Incident remotely where possible;
schedule an engineer appointment in line with the Maintenance Serv ice option you select
in the Order where it’s not possible to fix the Incident remotely;
take full ownership and manage the Incident end to end and where appropriate escalate
issues to senior managers and technical experts where Incidents prov e difficult to resolv e
or are unlikely to be resolv ed within target timescales;
aim to prov ide you with an initial update within two hours of receipt of the Incident report;
aim to restore the Associated Serv ice as per the Maintenance Serv ice option you select in
the Order;
keep you informed throughout the resolution of an Incident at regular interv als agreed with
you at the time of reporting the Incident (minimum interv al four hours). BT may also prov ide
updates to you by telephone, email or online v ia the serv ice portal;
inform you of v ulnerabilities in products supplied as part of the Associated Serv ice where
v endors issue warnings relating to v ulnerabilities in their products. BT will inform you of BT’s
policy and what action is recommended to address these v ulnerabilities. BT accepts no
responsibility for any impact on your Associated Serv ices or any loss incurred as a result of
such v ulnerabilities; and
raise Timescale Charges for Incidents caused by errors in CPE configuration managed by
you.

is a single point of contact Serv ice Desk operating 24 hours per day sev en days per week
including all national, public and bank holidays to which you can report Incidents on the
Serv ice. Your Customer Contact will contact the ESD v ia the telephone number notified to
you by BT;
will be resourced by highly skilled operators who will, v ia instant access to remot e
management tools, interrogate the Customer’s Serv ice to determine which elements of
the Serv ice are causing the Incident;
will aim to diagnose the root cause of the problem at the first point of contact; and
will aim to restore the relev ant Associated Serv ice remotely. BT will schedule an engineer
v isit in line with your Maintenance Serv ice option as set out in the Order where it is not
possible to restore Serv ice.

3G/GPRS Mobile Operator Support
(a)
BT will prov ide a single point of contact Serv ice Desk to which you will report all Incidents which
occur on the 3G/GPRS Back Up Serv ice. Your Customer Contact will contact the Serv ice Desk v ia
the telephone number notified to you by BT.
(b)
You will, prior to reporting an Incident to BT, carry out an initial diagnosis to ensure that only
Incidents in the 3G/GPRS Back Up Serv ice are reported to BT.
(c)
BT will only make 3G/GPRS Mobile Operator Support av ailable to you if you hav e selected the
3G/GPRS Back Up Serv ice.
(d)
The Serv ice prov ides reactiv e Incident diagnostics on the 3G/GPRS Back Up Serv ice. BT will
interrogate the 3G/GPRS Back Up Serv ice remotely using the management links to determin e
which element(s) of the 3G/GPRS Back Up Serv ice is causing the Incident and diagnose precisely
the root cause(s) of the Incident. BT will aim to fix the Incident remotely. Where it is not possible,
BT will schedule an engineer v isit in line with your Maintenance Serv ice option as set out in the
Order. If the SIM Card is faulty, BT will send you a replacement SIM Card by post to your Site.
(e)
BT’s Serv ice Desk will take full ownership and manage the Incident end to end and where
appropriate escalate issues to senior managers and technical experts where Incidents prove
difficult to resolv e or are unlikely to be resolv ed within target timescales.
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(f)

2.2.4

BT will keep you informed throughout the resolution of a problem at regular interv als agreed with
you at the time of reporting the Incident (minimum interv al four hours). BT will prov ide updates to
you by telephone, email or online v ia the serv ice portal.

Log and Pass
General
(a)
(b)
(c)

(d)
(e)
(f)

BT will prov ide a log and pass Serv ice that will prov ide you with the facility to report
Faults to
BT’s Serv ice Desk on Third Party Serv ices.
BT will prov ide you with the Scope of Serv ice and any Qualifying Criteria in writing
prior
to
implementation of the Serv ice.
You will prov ide BT with any information reasonably required to enable BT to determine the Scope
of Serv ice and any Qualifying Criteria. The Scope of Serv ice and
Qualifying Criteria will be
set out in the Order.
BT may immediately terminate the Serv ice by giv ing Notice to you if at any time you fail to comply
with any of the Qualifying Criteria or any of the other obligations set out in this Schedule.
BT may suspend the Serv ice if BT experiences any issues in reporting Faults or obtaining updates
on Faults from the External Serv ice Prov ider.
You grant BT specific authority to contact the External Serv ice Prov ider and/or relev ant BT Serv ice
Desk in order to report Faults on Third Party Serv ices.

BT’s responsibilities
On and from the Serv ice Start Date, BT will:
(a)
(b)
(c)
(d)
(e)
(f)

prov ide the Serv ice to you v ia BT’s Serv ice Desk, which will operate 24 hours per day, sev en days
per week including all national, public and bank holidays;
log the Fault on BT’s systems and prov ide you with a Fault reference number;
report the Fault to the External Serv ice Prov ider or relev ant BT’s Serv ice Desk using the information
prov ided by you;
liaise with the External Serv ice Prov ider or BT’s relev ant Serv ice Desk to obtain updates on the
progress being made towards resolv ing the Fault;
keep you informed of the progress being made towards resolv ing the Fault at regular interv als. BT
will prov ide updates to you by telephone; and
prov ide the Serv ice in accordance with the Scope of Serv ice. BT will rev iew your additional
requirements outside the original Scope of Serv ice in accordance with the serv ice amendment
terms set out in Paragraph 12. BT will notify you in adv ance of BT’s intention to raise additional
Charges for any agreed work outside the original Scope of Serv ice and agree these with you.

BT will not:
(a)
(b)

(c)
(d)
(e)
(f)
(g)
(h)
(i)

be responsible for managing or resolv ing the Fault and accept no liability for managing or
resolv ing the Fault;
prov ide any serv ice lev els agreements (“SLAs”). For the av oidance of doubt, any SLAs set out in
the contract between you and the External Serv ice Prov ider or the other part of BT prov iding the
serv ice will not apply to the log and pass Serv ice;
prov ide any adv ice or information outside the original Scope of Serv ice, unless BT agrees your
additional requirements between BT;
make any representations to the External Serv ice Prov ider or relev ant Serv ice Desk on your behalf
or make any commitments to you as to the resolution of the Fault;
carry out any technical diagnosis of the Fault;
be responsible for failure to prov ide the Serv ice where BT experiences issues with reporting Faults
or obtaining updates from the External Serv ice Prov ider;
act as, or represent ourselv es as, your agent for any purpose;
commit you to any contracts or amendments to existing contracts or any other legally binding
agreement; or
be responsible for any issues that are directly attributable to inaccurate information prov ided by
you.

Your responsibilities
You will:
(a)
(b)
(c)

report the Fault to BT’s Serv ice Desk v ia the telephone number notified to you by BT;
ensure that, prior to reporting the Fault you will carry out an initial diagnosis to ensure that only
Faults relating to serv ices agreed by BT, in the Scope of Serv ice, are reported to BT;
co-operate with BT and prov ide to BT, at BT’s request, such information concerning the serv ices
prov ided by the External Serv ice Prov ider and any other information reasonably required to
enable BT to perform the log and pass Serv ice;
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(d)
(e)
(f)

(g)
(h)
(i)
(j)

2.3

where required, liaise directly with the External Serv ice Prov ider or the other part of BT prov iding
the Serv ice to obtain information requested by BT;
be responsible for specifying which Third Party Serv ices are cov ered under the log and pass
Serv ice;
obtain the External Serv ice Prov ider’s agreement to BT prov iding the log and pass Serv ice and
ensure they are fully informed of all elements of the Serv ice prov ided by BT before the Serv ice
Start Date;
(g) resolv e any issues directly with the External Serv ice Prov ider if BT experiences any issues in
reporting Faults or obtaining updates from the External Serv ice Prov ider;
(h) be responsible for the accuracy of the information prov ided to BT as part of the Serv ice;
(i) prov ide updates to BT’s Serv ice Desk v ia telephone; and
(j) inform BT immediately of any changes in relation to Third Party Serv ices, and of any change
in the External Third Party’s organisation or method of doing business that might be expected to
affect the performance of BT’s obligations in relation to the Third Party Serv ice.

Enhanced Incident Management Service Options
Where you select an option from Enhanced Incident Management as set out in the Order, the followin g
additional conditions will apply:
2.3.1

Proactive Fault Management
(a)

Proactiv e Incident Management enables BT to:
(i)
(ii)

(b)

(c)

(d)

detect potential problems before they affect the Associated Serv ice; and
take proactiv e steps to resolv e the problem without affecting the Associated Serv ice.

BT will prov ide a single management link between the Site nominated by you, as your Host Site,
and BT’s management centre. The type and size of management link required will depend on
your solution.
BT will poll LAN CPE, which is connected as a Stack, but this may be limited to polling of the Stack
as a whole unit and not the indiv idual elements of LAN CPE which form the Stack. The
management of opening/closing of indiv idual LAN ports is not included under this Serv ice option.
BT will:
(i)
(ii)
(iii)
(iv )

monitor the status of CPE to check that it is functioning correctly. The method will v ary
according to the type of CPE;
collect additional information to determine whether the equipment is runn ing with
reduced functionality or capacity;
monitor performance indicators such as the central processor unit, backplane utilisation,
port utilisation and protocol errors of infrastructure ports;
(iv ) carry out remote diagnosis if an Incident affecting the Associated Serv ice is found. BT
will:





(v )

(v i)
2.3.2

log the Incident;
attempt to resolv e the Incident;
contact you within one hour of detecting an Incident; and
inform you what action has been taken or is required;

dev ise and implement management IP addresses which may be required on the router
through which a Firewall is connected to the management link where the Serv ice includes
Firewall equipment; and
send BT’s engineer to a Site, if required, in accordance with the applicable CPE
Maintenance Serv ice option you select in the Order.

Enhanced Incident Management
(a)
Enhanced Incident Management enables BT to:
(i)
(ii)
(b)

(c)

(d)
(e)

detect potential problems before they affect the Associated Serv ice; and
take proactiv e steps to resolv e the problem with minimum impact to the Associated
Serv ice.

BT will prov ide a single management link between the Site nominated by you, as your Host Site,
and BT’s management centre. The type and size of the management link required will depend
upon your Associated Serv ices.
BT will poll LAN CPE, which is connected as a Stack, but this may be limited to polling of the Stack
as a whole unit and not the indiv idual elements of LAN CPE which form the Stack. The
management of opening/closing of indiv idual LAN ports is not included under this Serv ice Option.
BT will prov ide the Rapid Diagnostics Serv ice set out in Paragraph 2.2.1 with this Serv ice option.
BT will:
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(i)
(ii)
(iii)

(iv )

monitor the status of CPE to check that it is functioning correctly. The method of monitorin g
will v ary according to the type of CPE;
collect additional information to determine whether the equipment is running with
reduced functionality or capacity;
monitor performance indicators such as the central processor unit, backplane utilisation
and protocol errors. The performance indicators used will v ary according to the type of
CPE in use;
carry out remote diagnosis if an Incident affecting the Associated Serv ice is found and BT
will:





(v )

(v i)
2.3.3

(b)
(c)
(d)
(e)

Standard Incident Management enables BT to v erify basic connectiv ity to a Site, through a
management link from BT’s management centre to the Customer Network. The type and size of
the management link required will depend on your Associated Serv ices.
BT will poll LAN CPE, which is connected as a Stack, but this may be limited to polling of the Stack
as a whole unit and not the indiv idual elements of LAN CPE which form the Stack.
For IP Conv erge Serv ices, BT prov ides Standard Incident Monitoring as a standard feature of the
Serv ice. This excludes ISDN and ADSL Access Lines.
BT will prov ide the Rapid Diagnostics Serv ice set out in Paragraph 2.2.1 with this Serv ice option.
BT will:
(i)
(ii)
(iii)

monitor the status of CPE to check that it is functioning correctly. The method of monitorin g
will v ary according to the type of CPE;
contact you, where necessary to discuss an Incident BT detects v ia alarm monitoring; and
send BT’s engineer to a Site, if required, in accordance with the applicable Maintenance
Serv ice option you select in the Order.

Standard ADSL Incident Management
(a)

(b)
(c)

Standard ADSL Incident Management enables BT to v erify basic connectiv ity to a Site, through a
remote link from BT’s management centre to the Customer Network. The type and size of the
management link required will depend on your Associated Serv ices.
BT will prov ide the Rapid Diagnostics Serv ice set out in Paragraph 2.2.1 with this Serv ice option.
BT will:
(i)

(ii)
(iii)

2.3.5

dev ise and implement management IP addresses which may be required on the router
through which a Firewall is connected to the management circuit link where the
Associated Serv ice includes Firewall equipment; and
send BT’s engineer to a Site, if required, in accordance with the applicable Maintenance
Serv ice option you select in the Order.

Standard Incident Management
(a)

2.3.4

log the Incident;
attempt to resolv e the Incident;
contact you within one hour of detecting an Incident; and
inform you what action has been taken or is required;

monitor the status of CPE to check that it is functioning correctly. The Serv ice prov ides an
ADSL specific monitoring class which takes into account technology specific features such
as Retrains. (where the network attempts to find a faster line speed, but will cause a short
break in serv ice);
inform you by email w hen BT detects a Site as unreachable and ask you to confirm basic
details, such as if there is power to the Site; and
log and attempt to resolv e the Incident, where you confirm the issue is with BT’s Associated
Serv ice to a Site and the Associated Serv ice remains unresponsiv e after a period of time
(up to 30 minutes).

Proactive Alarm Monitoring
(a)

Proactiv e Alarm Monitoring enables BT to:
(i)
(ii)

(b)

(c)

detect potential problems before they become serv ice affecting; and
take proactiv e steps to resolv e the problem without a ffecting the Serv ice and Associated
Serv ices.

The Serv ice operates through a management link from BT’s management centre to the Customer
Network. The type and size of the management link required will depend on your Associat ed
Serv ices.
BT will poll LAN CPE, which is connected as a Stack, but this may be limited to polling of the Stack
as a whole unit and not the indiv idual elements of LAN CPE which form the Stack.
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(d)
(e)

For IP Conv erge Serv ices BT will prov ide 15 min poll as a standard feature of the Serv ice. This
excludes ISDN and ADSL connections.
BT will:
(i)
(ii)
(iii)
(iv )

2.3.6

Critical Port Monitoring
(a)

(b)

(c)

Critical Port Monitoring enables BT to proactiv ely monitor critical ports to show they are operating
correctly. BT will monitor the critical ports continuously for status and performance information at
fiv e minute interv als.
You will specify the critical ports for BT to monitor and BT will v erify that it is technically feasible to
monitor such critical ports. The critical ports must be activ e 24 hours per day, sev en days per
week.
BT will:
(i)
(ii)

(d)
2.3.7

contact you within one hour of detecting an Incident; and
inform you what action has been taken or is required.

The management of opening/closing of indiv idual LAN ports is not included under this Serv ice
option.

Extranet Availability Monitoring
(a)
This Serv ice is only av ailable if you hav e selected the Managed MPLS Extranet Serv ice.
(b)
BT will:
(i)
(ii)

(iii)
(iv )
(v )
2.3.8

monitor the status of CPE to check that it is functioning correctly. The method will v ary
according to the type of CPE;
collect additional alarm information to determine whether the CPE is running with redu ced
functionality or reduced capacity;
send BT’s engineer to attend a Site, if required, in accordance with the applicable
Maintenance Serv ice option you select in the Order; and
contact you, where necessary to discuss an Incident detected v ia alarm monit oring.

prov ide a dedicated management router at the Main Customer Site which will enable BT
to poll the Access Lines of the Sharing Customers and the Main Customer;
poll the Access Lines continuously for status at 15 minute interv als. Poll failures which
indicate that a connection problem exists between the Main Customer Site to any of the
Sharing Customer Sites will raise an alarm;
inform you of the problem; and
take appropriate action to resolv e the problem; or
take no action to resolv e a problem where an alarm indicates the problem exists on
serv ices outside the scope of this Contract.

IPT Performance Management
(a)

(b)

(c)

IPT Performance Management enables BT to detect potential problems with the Customer’s IP
Telephony serv ice before they affect other Associated Serv ices and take proactiv e steps to
resolv e the problem without affecting other Associated Serv ices.
BT will prov ide a single management link between the Site nominated by you, as your Host Site,
and BT’s management centre. The type and size of the management link required will depend
on your Associated Serv ices.
BT will:
(i)
(ii)
(iii)
(iv )
(v )

monitor the status of your IP Telephony serv ice to check that it is functioning correctly;
collect additional alarm information to determine whether the IP Telephony serv ice is
running with reduced functionality or capacity;
monitor performance indicators such as serv er alarms, call av ailability monitoring, v oice
quality monitoring and unity alarms;
access the data using the management link and process it at BT’s management centre.
Where large v olumes of data are anticipated, BT may prov ide a serv er at your Site; and
carry out remote diagnosis if an Incident affecting the IP Telephony serv ice is found and BT
will:






2.3.9

log the Incident;
attempt to resolv e the Incident;
contact you within one hour of detecting an Incident;
inform you what action has been taken or is required; and
send BT’s engineer to attend your Site, if required, in accordance with the applicable
Maintenance Serv ice option you select on the Order.

3G/GPRS Enhanced Mobile Operator Support
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(a)
(b)

3G/GPRS Enhanced Mobile Operator Support prov ides proactiv e alarm management on the
3G/GPRS Back Up Serv ice.
This Serv ice option enables BT to:
(i)
(ii)

(c)
(d)
(e)

detect potential problems with the 3G/GPRS Back Up Serv ice before they affect the
Serv ice; and
take proactiv e steps to resolv e the problem without affecting the 3G/GPRS Back Up
Serv ice.

BT will prov ide this Serv ice option as an additional chargeable option if you hav e selected the
3G/GPRS Shared Back Up Serv ice or the 3G/GPRS Corporate Back Up Serv ice.
BT will prov ide a single management link between the Site nominated by you, as your Host Site,
and BT’s management centre.
BT will:
(i)
(ii)
(iii)

monitor the status of the 3G/GPRS card to check that it is functioning correctly. The method
of monitoring will v ary according to the type of CPE;
collect additional alarm information enabling BT to determine whether the CPE is running
with reduced functionality or capacity;
carry out remote diagnosis, if BT identifies an Incident affecting the 3G/GPRS back up
Serv ice. BT will:







2.3.10

Out of Band Management (MSS Only)
(a)
(b)

Out of Band Management enables BT to prov ide remote Incident management and proactiv ely
monitor your Firewall dev ices, catalyst switches and bluecoat dev ices (“MSS CPE”).
The Serv ice is prov ided through a secure modem which will be connected to your analogue
direct exchange line. The modem will enable BT to:
(i)
(ii)
(iii)

(c)

hav e remote diagnostics access to the MSS CPE;
assist with rectifying Incidents; and
monitoring the status of the MSS CPE and the secure modem.

BT will:
(i)
(ii)

monitor the status of the MSS CPE to check that it is functioning correctly; and
carry out initial remote Incident management (rebooting, power retests) on the MSS CPE
and where BT detects, or you report an Incident;



(d)

(e)

log the Incident where the MSS CPE is still not working, following initial testing; and
attempt to resolv e the Incident.

You will prov ide an analogue direct exchange line which terminates on a PSTN master socket for
BT’s sole use in managing the Serv ice, where out of band access is used. You will ensure such a
line meets the criteria set out in Paragraph 2.3.10(e) below.
You will:
(i)
(ii)
(iii)
(iv )
(v )
(v i)

2.3.11

log the Incident;
attempt to resolv e the Incident;
contact you within one hour of detecting an Incident;
inform you what action BT has taken or is required;
send an engineer to attend a Site, if required, in accordance with the applicable
Maintenance Serv ice option you select in the Order; and
contact you, where necessary and at BT’s discretion, to discuss an Incident detected
with the 3G/GPRS Back Up Serv ice v ia alarm monitoring.

ensure that the line will not be a PBX extension or a digital (ISDN) line;
prov ide the line for the whole duration of the Serv ice;
pay any charges associated with the line;
report any Incidents on the line to the relev ant Serv ice Prov ider;
inform BT (v ia BT’s Serv ice Desk) of the Incident status; and
ensure that the line is within 2.5 metres of the secure modem.

Inband Management
(a)

(b)

The Inband Management Serv ice prov ides you with a monitoring serv ice operating 24 hours per
day, sev en days a week, including national public or bank holidays, under which BT will
proactiv ely monitor your network and CPE.
The Serv ice comprises two v irtual access circuits which work as a dedicated management link
from BT’s management centre to a management router and connection at your Host Site. One
circuit acts as the primary link, the other as a backup. These dedicated links will carry IP
management traffic to your Host Site.
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(c)
(d)

BT will proactiv ely monitor the status of your network and CPE to check that it is functionin g
correctly.
Where BT detects, or you report an Incident, BT will:
(i)
(ii)
(iii)

2.3.12

Fixed Line and ADSL Management and Authentication Link
(a)
The Serv ice prov ides you with a monitoring serv ice operating 24 hours per day, sev en days a
week, including national public or bank holidays, under which BT will prov ide remote Incident
management of the BT Network.
(b)
The Serv ice is prov ided v ia an IP Clear leased line or an ADSL Connect line terminating on a router
which enable BT to hav e remote diagnostics access to the CPE.
(c)
BT will monitor the status of the CPE to check that it is functioning correctly.
(d)
Where BT detects, or you report an Incident, BT will:
(i)
(ii)
(iii)
(e)

2.4

carry out an initial remote Incident management on the CPE;
log the Incident where the CPE is still not working, following initial testing; and
attempt to resolv e the Incident.

carry out initial remote diagnostics (rebooting, power retests) on the CPE;
log the Incident where the CPE is still not working, following initial testing; and
attempt to resolv e the Incident.

Where you order the remote site authentication Serv ice from BT, BT will prov ide access to the
authentication platform v ia a BT hub and spoke VPN.

Maintenance Service
General
2.4.1
The Maintenance Serv ice comprises routine maintenance which may be prov ided by BT on CPE or Lines,
combined with an Incident repair serv ice for Lines, CPE, and CPE that has passed a maintenance
acceptance test.
2.4.2

The Maintenance Serv ice option selected by you will be set out in the Order.

2.4.3

BT will prov ide cov er on Lines CPE and circuits depending on the Maintenance Serv ice option that you
hav e selected as specified in the Order.

2.4.4

BT will prov ide the same Maintenance Serv ice option to all Serv ices of the same technology type at a
Site. You may only select differing Maintenance Serv ice options where there are two differen t
technology types.

2.4.5

Business Premium Care is not av ailable at a Site where the primary network is deliv ered v ia ADSL.

2.4.6

BT will respond to all Incidents in accordance with this Paragraph:
(a)

(b)

(c)

(d)

(e)

To enable your Incidents to be logged accurately, you will (when reporting an Incident) prov ide
all information reasonably required by BT in connection with the Incident, such as the Site
location, CPE serial number, reconfiguration details and where appropriate the circuit number.
BT will then giv e you a Trouble Ticket as set out in Paragraph 8. You must quote the Trouble Ticket
when you communicate with BT’s Serv ice Desk about the Incident.
Unless otherwise agreed, your Customer Contact will be responsible for reporting all Incidents in
the Serv ice to BT and for all subsequent Incident management communications between both
of us. Your Customer Contact will be av ailable during the period of cov er applicable to the lev el
of CPE Maintenance Serv ice prov ided under this Contract and you acknowledge that if the
Customer Contact is not av ailable at all such times, BT will not be liable for failure to meet the
applicable target response and repair times.
BT will attempt to restore Serv ice by installing the last archiv ed configuration av ailable, if BT
identifies an Incident as being due to unauthorised activ ity or access to your Customer Network.
Any further Maintenance Serv ice activ ity required as a result of unauthorised activ ity or access
to your Customer Network will be subject to agreement and BT may raise additional Charges for
such work.
BT will prov ide dynamic line management on ADSL/Broadband Serv ices to stabilise the line at the
most appropriate speed. Dynamic line management may last for up to 10 days and may result
in short outages (lasting sev eral seconds) of the Serv ice. Short outages as a result of dynamic line
management may also occur regularly as part of normal operation of the Serv ice. This does not
constitute a serv ice failure. Intermittent Serv ice loss can occur up to three times in a 24 hour period
where the superstable option has been configured. You accept and acknowledges that such
outages will not be deemed as an Incident in the ADSL/ Broadband Serv ice and BT will only
accept Incidents in the Serv ice where you experience a continuous loss of Serv ice.
Repair will be carried out in accordance with the Maintenance Serv ice conditions of the relev ant
local maintainer or telecommunications serv ice prov ider where a Incident occurs in CPE or a Line
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(f)

(g)

(h)

2.4.7

installed at a Site outside the UK. Howev er, BT will liaise with such third parties and endeav our to
ensure that the Serv ice is restored as soon as reasonably practicable.
BT will correct Incidents in hardware by repair or, at BT’s option, replacement of the affected item
either in whole or in part. Except in the case of BT Equipment which at all times remains BT’s
property, replacement items of equipment will become your property (subject always to the
prov isions of the Equipment Schedule and to any rights of the Company in respect of Supplied
Equipment) and replaced items will become BT’s property. You will return replaced items to the
address adv ised by BT within 10 Business Days of prov ision of replacement items.
BT may charge you the full list price or recommended retail price of the replaced item(s) where
you fail to return replaced items to BT within 10 Business Days. BT will replace expended
consumable items but BT may raise an additional Charge for this.
You must return IP telephony handsets for repair to the address adv ised by BT and BT will send any
replacements by post to your Customer Contact for you to connect. BT will notify you if in BT’s
discretion you need a replacement IP Telephony Handset and BT will send a replacement by post
the next Business Day. BT will be send a replacement by post within two Business Days if BT’s
notification is made after 2pm otherwise, BT will correct Incidents in hardware by repair or, at BT’s
option, replace the affected item either in whole or in part., The new replacement items of
equipment will become your property (except in the case of BT Equipment which will at all times
remain BT’s property) and the old replaced items will become BT’s property.

The Maintenance Serv ice will cov er the following elements for any CPE prov ided as part of the
Associated Serv ice:
(a)
(b)

Incidents resulting from normal wear and tear; and
Incidents or work resulting from other causes or circumstances, but BT will raise an additional
charge. Such other causes or circumstances include:
(i)
(ii)
(iii)
(iv )
(v )

(c)

The Serv ice does not cov er:
(i)
(ii)
(iii)

(d)

2.4.8

misuse: incorrect env ironmental conditions including incorrect temperature and humidity
lev els; mains electrical surges or failures;
lightning damage: electromagnetic interference; any other accidental or deliberate
damage;
correction of defects following the remov al or connection of CPE other than by BT;
connection by you of other equipment to the CPE; and
denying BT access to the CPE.
loss of your generated Software programmes;
repair, replacement or re-routing of your wiring or cabling or prov ision of additional wiring
and cabling; and
Incidents reported by you which are not cov ered by this Contract.

BT may, on giv ing as much prior Notice as is reasonably possible to you, terminate either BT’s
obligation to prov ide Serv ice in respect of the CPE specified in the Notice or where applicable,
this Contract if at any time (including during the Minimum Period) BT is unable to obtain support
from BT’s suppliers to enable BT to prov ide the Serv ice or any part of the Serv ice. Any Failure of
Serv ice, Incident or incident due to or affecting such CPE will be excluded from the SLA options.

You agree:
(a)
(b)

(c)

to care for and use the CPE in accordance with BT’s and manufacturer’s instructions and to use
it only for a purpose for which it was designed;
not to repair, adjust, or modify the CPE without BT’s written consent. Howev er, you may make
configuration changes in accordance with and within the limits specified in the supplier’s
documentation and within the terms of the appropriate approv al und er Section 22 of the
Telecommunications Act 1984. You must notify BT of any such changes; and
to co-operate in diagnosing Incidents by carrying out diagnostic and test routines requested by
BT or included in the manufacturer’s instructions, and allowing BT to carry out remote diagnostic
tests where appropriate.

2.4.9

BT will not prov ide the Maintenance Serv ice on any Softphone prov ided by BT under this Contract.

2.4.10

The Maintenance Serv ice for any wireless phones will only cov er the replacement of handsets.

2.4.11

BT will prov ide the manufacturer's warranty as appropriate to IP telephony handsets where you
purchase IP telephony handsets without IPT phone Maintenance Serv ice. Standard Care, Business Care
and Business Premium Care are not av ailable on IP telephony handsets. Th e manufacturer's warranty
will also apply for peripherals purchased as part of the Serv ice, including, but not limited to, Printers,
Card Readers, Touchscreen displays, and signature capture dev ices.
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2.4.12

Prior to commencement of the Serv ice where BT is prov iding Maintenance Serv ice for equipment, which
is not prov ided by BT as part of this Serv ice, such equipment may be required to pass a acceptance
test in order to assess the suitability of the equipment for the Serv ice.

2.4.13

Service Inventory Audit
(a)
BT may occasionally and usually on an annual basis conduct a Serv ice Inv entory Audit of the
Serv ice, prov ided BT giv es you as much notice as reasonably practicable. BT will carry this out
remotely or by v isit to Site as appropriate. The audit will enable BT to v alidate BT’s data inv entory
and ensure that BT’s information relating to the Serv ice is complete and up to date. BT will
conduct the audit within Business Hours and on a Business Day.
(b)
In addition to the prov ision of information responsibilities set out in this Serv ice Schedule, you are
also responsible for informing BT of any changes to your applications and/or Associat ed
operating system and/or maintenance on serv ices not prov ided by BT which may affect the
v alidity of the data to be analysed by BT.

2.4.14

Standard Care
(a)

(b)
2.4.15

Business Care
(a)

(b)
2.4.16

(b)

You may report Incidents 24 hours per day sev en days per week including all national, public and
bank holidays. BT will prov ide a UK Incident repair serv ice operating 24 hours per day, sev en days
per week, including national, public or bank holidays, under which BT will aim to respond to an
Incident report within two hours of its receipt and, if the Incident is not cleared within the two hour
period, will adv ise you of the progress being made towards resolv ing it. BT will aim to clear the
Incident within fiv e hours of receipt.
Business Premium Care may not be av ailable in all geographical locations.

Enhanced Care
(a)

(b)
2.5

You may report Incidents 24 hours per day sev en days per week including all national, public and
bank holidays. BT will prov ide a UK Incident repair serv ice operating between 8am and 9pm per
day sev en days per week, including national public or bank holidays, under which BT will aim to
respond to an Incident report within two working hours of its receipt and, if the Incident is not
cleared within the two hour period, will adv ise you of the progress being made towards resolv ing
it. If you ask BT to carry out any work outside these hours you will pay BT an additional charge. BT
will aim to clear the Incident within eight hours of receipt exclud ing periods which fall within
excluded holidays and periods outside serv ice operating hours.
Business Care may not be av ailable in all geographical locations.

Business Premium Care
(a)

2.4.17

You may report Incidents 24 hours per day sev en days per week including all national, public and
bank holidays. BT will prov ide a UK Incident repair serv ice operating between 8am and 5pm per
day on a Business Day, under which BT will aim to respond to a Incident report within four workin g
hours. If you ask BT to carry out any work outside these hours you will pay BT an additional Charge.
BT will aim to clear the Incident within 18 hours of receipt excluding periods which fall within
excluded holidays and periods outside serv ice operating hours.
Standard Care may not be av ailable in all geographical locations.

You may report Incidents 24 hours per day sev en days per week including all national, public and
bank holidays. BT will prov ide a UK Incident repair serv ice operating 24 hours per day sev en days
per week including all national, public and bank holidays under which BT will aim to respond to
an Incident report within two hours of its receipt and if the Incident is not cleared within the two
hour period, will adv ise you of the progress being made towards resolv ing it. BT will aim to clear
the Incident within twenty hours of receipt.
Enhanced Care may not be av ailable in all geographical locations.

Configuration Management Options
Where you select an option from Configuration Management as set out in the Order, the following additional
conditions will apply:
2.5.1

General
(a)
(b)

BT will prov ide Configuration Management options by means of a fixed management link
between the Site nominated by you as your Host Site and BT’s management centre.
You will prov ide BT an up to date inv entory of CPE to be cov ered by the Configuration
Management options. BT can prepare an inv entory, for the WAN or LAN Serv ices under the
Professional Serv ices option, if you do not hav e one. You are responsible for prov iding an
inv entory for IP Telephony Serv ices.
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(c)
(d)

(e)
2.5.2

BT will only prov ide Change Management if you hav e selected a Project Management option
where BT is prov iding you with a new Customer Network.
BT will rev iew whether BT is able to prov ide the Change Management Serv ice where BT is taking
ov er management of an existing Customer Network, or where your subscription to the Change
Management Serv ice option does not begin at the start of this Contract. Under this rev iew, BT will
assess whether BT can manage existing configurations. Where this is not the case, BT may carry
out any adjustments to the configurations which BT considers to be necessary before the
commencement of the Serv ice. You will pay BT Charges for the work inv olv ed in rev iewing existing
configurations and any subsequent work.
BT will only prov ide the Serv ice on the current v ersion of Software supported by BT.

Change Management and Software Moves, Adds & Changes (SMACS)
(a)

(b)

The Software Mov es Adds and Changes Serv ice is a configuration change Serv ice that prov ides
you with configuration changes on LAN, WAN, Firewall and IP Telephony equipment, which are
deliv ered remotely v ia a remote diagnostic tool or a remote management link.
BT will:
(i)
(ii)
(iii)
(iv )
(v )
(v i)

price all requests indiv idually;
inv oice SMACs as a one off Charge following successful completion of work;
allow up to 40 configuration changes at one time;
apply standard deliv ery lead-times to a maximum of four configuration changes;
agree deliv ery lead-times with you for fiv e or more configuration changes; and
offer a change consultancy Serv ice where you are unable to determine the type of
configuration changes required under which BT will translate your configuration
requirements into a consolidated set of configuration changes.

2.5.3

Change Management
(a)
BT will, at your request, carry out routine configuration changes to any router cov ered by the
Serv ice, prov ided that the total number of changes made in each year, starting on the Serv ice
Start Date or any anniv ersary thereof, does not exceed fiv e changes per router per year. BT will
ensure that any proposed reconfigurations will not adv ersely affect the operation of the Serv ice.
(b)
A Supplementary Change Management option is also av ailable under which you may opt for
additional changes during the period of this Contract at an additional Charge.

2.5.4

Change Management Lite
(a)
BT will, at your request, carry out routine configuration changes to any router cov ered by the
Serv ice, prov ided that the total number of changes made in each year, starting on the Serv ice
Start Date or any anniv ersary thereof, does not exceed one change per router per year.
(b)
BT will ensure that any proposed reconfigurations will not adv ersely affect the operation of the
Serv ice.
(c)
A Supplementary Change Management option is also av ailable under wh ich you may opt for
additional changes during the period of this Contract at an additional Charge.

2.5.5

Simple Service Requests
(a)
Simple Serv ice Requests (“SSRs”) are predefined configuration changes to your WAN, LAN or IP
Telephony Serv ices. SSRs do not inv olv e deliv ery of any Chargeable items.
(b)
You will, v ia the serv ice portal, request and manage your SSRs online including raising the initial
request, monitoring progress of the request, and confirming closure of the ticket once complete.
(c)
SSRs are built into catalogues on the serv ice portal, which are arranged by product. Each SSR
type is assigned a v alue in “credit units”. The more complex an SSR is to implement then the more
SSR credit units will be associated with it.
(d)
Expedited or scheduled implementation date requests will use a larger number of SSR credit units
than standard requests.
(e)
There are three payment options av ailable for the SSR serv ice as set out below. You will select
one of the following payment options (not all payment options are av ailable for all serv ices):
(i)

(ii)
(iii)

Fixed Fee - BT will inv oice you a recurring monthly serv ice management Charge and will
fulfil up to an agreed quantity of SSRs. If you exceed such agreed quantity in any month
BT may Charge you at the Pay as You Go rate for any SSRs ov er the agreed limit. You
cannot carry unused SSRs forward to the next Month. BT will inv oice you for additional
Charges for expedited requests or for work BT performs outside Business Hours;
Pay as You Go (“PAYG”) – BT will inv oice you each Month for SSR consumption; or
Pre Pay - you buy a number of SSR credit units upfront and use some of the SSR credit units
each time an SSR is implemented. BT will not refund any Charges for unused SSR credit
units. Under this option you must purchase additional SSR credit unit s or order a differen t
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payment option when you hav e consumed all your SSR credit units. If you hav e negativ e
SSR credit units for two consecutiv e weeks, BT may change the payment model to PAYG
and Charge you for the SSR credit units used but not paid for a t the PAYG rates.
(f)

(g)

(h)
(i)

2.5.6

Change Management Bundles
(a)

(b)

(c)
(d)
(e)

(f)
(g)
(h)
(i)

(j)
2.5.7

Change Management Bundles is a bundled configuration change management Serv ice
av ailable for use with LAN and IPT Serv ices. BT will at your request carry out configuration changes
to the Customer’s LAN and/or IPT Serv ice in accordance with the options set out below.
The Serv ice allows you to pay a fixed (monthly or quarterly depending on their billing cycle)
recurring Charge for a maximum number of change units per year. The number of change units
av ailable to you ov er the year depends on the bundled option selected. The bundled options
av ailable range from 25 change units to 2500 change units per year.
Each configuration change that is supported under the Serv ice has a specific fixed Charge with
regard to the number of change units allocated to it.
If you do not use the maximum number of change units under the bundled option selected by
the end of the year, un-used change units cannot be carried ov er to the subsequent year.
BT will charge you at a higher rate under a PAYG option for any additional change units required
by you during the year where you exceed the pre-defined number of change units for the option
selected. Under this option you will pay for changes as and when they are carried out. BT will add
charges for this option to your next inv oice as a one off charge following successful completio n
of each change request.
Where av ailable, you may use the serv ice portal to order changes under the Change
Management Bundles Serv ice.
You may upgrade to another option at any time. An upgrade Charge will not apply, howev er an
increased recurring Charge w ill apply for the upgraded option from the date of the upgrade.
Where you upgrade to another option the number of change units prov ided (under the new
option) for the remainder of the year will be allocated on a pro-rata basis.
You may downgrade to another option once a year, subject to the payment of a downgrade
Charge. The downgrade Charge is 35% of the difference between Charges for the origina l
bundled option and the Charges for the new downgraded bundled option.
BT will ensure that any configuration changes will not adv ersely affect the operation of the
Serv ice.

Archive & Restore
(a)
(b)

(c)
(d)

2.5.8

Where you hav e remaining SSR credit units when you change from a Pre-Pay option to a Fixed
Fee or PAYG option, the remaining SSR credit units will be lost. Any negativ e SSR credit units will
be charged at the PAYG rates.
Where you hav e remaining SSR credit units when you terminate the Serv ice or Contract, the
remaining SSR credit units will be lost. BT will inv oice you for any negativ e SSR credit units at the
PAYG rates.
There are no SLAs associated with the SSR Serv ice.
You acknowledge that a request may be put on hold by BT if BT requires additional information
from you to enable BT to fulfil your request. You will prov ide the required information in a timely
manner.

BT will archiv e Configuration Files and carry out configuration restoration in the ev ent of a network
failure.
You may also request the restoration of Configuration Files for any other reason prov ided that the
total number of restorations carried out in each year, starting on the Serv ice Start Date or any
anniv ersary thereof, does not exceed three restorations per router per year.
BT will prepare archiv e files on a weekly basis and the last three configurations for each router will
be stored.
BT will archiv e Configuration Files and carry out configuration restoration for LAN Serv ices in the
ev ent of a Serv ice failure. BT will prepare archiv e files on a daily basis and the last sev en
configurations for each LAN cov ered by this Serv ice option will be stored.

Database Management
(a)
(b)

BT will carry out User account management and maintenance.
BT will:
(i)
(ii)
(iii)

(c)

carry out initial registration, activ ation, deactiv ation and termination of User accounts;
generate, modify and reset User IDs and PIN codes; and
where appropriate, keep up to date records relating to such activ ities.

You will:
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(i)
(ii)

prov ide BT with a Comma Separated Variable (“CSV”) file containing details of all Users. BT
will prov ide a template for this; and
immediately inform BT of any changes to the information contained in the CSV file or any
subsequent amendment to that information.

2.5.9

Converged IP Application Assurance
(a)
BT will ev aluate your upgrade requests, but will only implement those changes that BT considers
to be of operational benefit. You may request upgrades at any time.
(b)
BT will calculate Charges at the daily rate applicable at the time the work is carried out and you
will pay on completion of the work or as otherwise specified by BT, together with any amounts
claimed by BT in respect of expenses incurred. BT will pass any hardware or Software cost s
incurred by BT onto you.
(c)
BT will both agree a mutually conv enient time at which the upgrade can be carried out.

2.5.10

Converged IP Application On Site Archive & Restoration
(a)
(b)
(c)

2.5.11

BT will archiv e Configuration Files and carry out configuration restoration in the ev ent of a network
failure.
Files will be archiv ed to a Network Attached Storage (“NAS”) dev ice located within your domain.
The NAS may be prov ided by BT or by you to BT’s specification.
BT will prepare Archiv e files on a daily basis and the last three configurations for each dev ice
cov ered by this Serv ice option will be stored.

Remote Data Backup
BT will use remote access technology to contact your switch, either on request or at regular interv als, to
backup your configuration data. BT will copy and store your configuration data which will be subject to
backup procedures and password protection. BT will backup either monthly or quarterly and will archive
the data for a period of 12 months.

2.5.12

Firewall, WAS & IPS Policy Maintenance
(a)
The Serv ice prov ides you with access to an online system to enable you to request in life changes
to your security policy. BT will deliv er all changes remotely v ia a remote management link. The
online system is only accessible by your authorised representativ es.
(b)
BT may withdraw access to the online system or replace it with an equiv alent serv ice on prov iding
reasonable notice to you.
(c)
You:
(i)
(ii)
(iii)
(d)
(e)

(f)

BT will not be responsible for accepting any orders from unauthorised Users where you hav e not
terminated access.
BT will implement the changes remotely as specified by you for MSS, WAS and IPS. BT will not be
liable for any consequences arising from mis-specification of requirements by you, or unforeseen
consequences of a correctly specified and correctly implemented change request.
The Serv ice includes the following payment schemes:
(i)
(ii)
(iii)
(iv )
(v )
(v i)

(g)

(h)

(i)

are responsible for the security and proper use of all User identifications and passwords for
use with the online system;
must immediately inform BT of any changes to your authorised representativ es; and
are responsible for immediately terminating access for anyone who is no longer authorised
to use the online system.

Firewall Policy Maintenance - pay as you go scheme;
Firewall Policy Maintenance - fixed rate scheme;
WAS Policy Maintenance - pay as you go scheme;
WAS Policy Maintenance - fixed rate scheme;
IPS Policy Maintenance - pay as you go scheme; and
IPS Policy Maintenance - fixed rate scheme.

You will pay for security policy changes as and when they are requested under the pay as you
go scheme. You will pay a fixed monthly recurring Charge for security policy changes subject to
the limitations set out in Paragraph 2.5.12(j) below under the fixed rate scheme.
The options av ailable under the pay as you go scheme are standard change requests or urgent
change requests. BT will add Charges for this option to your inv oice as a one off Charge followin g
successful completion of each change request.
The option av ailable under the fixed rate scheme is standard change requests. BT will add
Charges for this option to your inv oice as a monthly recurring Charge. BT will inv oice you
separately from the fixed rate scheme, as a one off Charge if you hav e an urgent request under
the fixed rate scheme.
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(j)

You acknowledge that BT will apply “reasonable use” restrictions under the fixed rate scheme.
The threshold lev el for such restrictions is defined as you raising change requests more frequently
than once a week, ov er a rolling period of three months, per physical instance of the Serv ice. In
such cases, BT may at BT’s discretion either:
(i)

(ii)
(k)

(l)

In all cases, Charges for single change requests are based upon a maximum of fiv e lines of policy
for Firewall Policy Maintenance and 10 lines of policy for WAS Policy Maintenance. Where you
request more than the maximum amount of policy allowed under a single change request, the
single change request Charge will be multiplied as appropriate.
Lines of policy are defined as single rule changes to the following (this is not an exhaustiv e list):
(i)
(ii)
(iii)
(iv )

(m)
(n)

2.6

aggregate your requests ov er a period of time, in order that they may be implemented
more efficiently. If so, you acknowledge that there will be some implementation delays
and no targets will apply to implementation of changes; or
rev iew your requirements, and mutually agree an appropriate alternat iv e implementation
process and any associated Charges.

access list modifications;
NAT additions;
physical re-addressing of an interface; and
routing changes.

The deliv ery lead time to raise a request is four hours from receipt of the request. The deliv ery lead
time to complete a configuration request is 48 hours from receipt.
BT will prov ide you with a change consultancy Serv ice to help you translate your requ irement s
into a consolidated set of changes where you are unable to determine the type of changes
required.

Performance Reporting Options
Where you select an option from Performance Reporting as set out in the Order, the following additional
conditions will apply:
2.6.1

Bronze, Gold, Platinum and Diamond Reporting Packages
(a)

(b)
(c)

BT will prov ide a range of reporting packages which enable you to optimise both the
performance and the design of your applications and which show ‘near real time’ health status
of your conv erged v oice and data networks.
This Serv ice option is only av ailable to you if you hav e Proactiv e Fault Management.
BT will prov ide:
(i)
(ii)
(iii)
(iv )

(d)
(e)
(f)
(g)
2.6.2

the following reporting options: Bronze, Gold, Platinum and Diamond;
further details on what each reporting package includes on request;
near real time reports or historical reports ov er any selected time-frame with trend
information highlighted; and
reports in graphical as well as text format, where appropriate.

BT will specify the details of the content of reports as well as their frequency and format, together
with the av ailable options and facilities.
You may only upgrade your existing reporting package after a minimum duration of 12 months.
You will select the same reporting package (Bronze, Gold, Platinum and Diamond) across all
dev ices.
BT will use reasonable endeav ours to ensure the accuracy and timeliness of BT’s performan ce
reports and the av ailability of any information, which is prov ided online.

Call Management Reporting
(a)
BT will prov ide you with a managed call logging communications Serv ice that monitors and
manages calls and usage on IPT serv ices.
(b)
BT will prov ide:
(i)
(ii)
(c)
(d)
(e)

reporting options that include Ringmaster Pro and Switch minder; and
further details on what each reporting package includes on request.

The Serv ice utilises data collection Software which is connected to your priv ate branch exchange
(“PBX”) v ia a desktop computer.
The raw data is periodically sent to a secure approv ed data centre where it is stored. BT will
process the raw data and use it to generate scheduled reports on a regular basis.
BT will prov ide you with a secure web portal to:
(i)
(ii)
(iii)

access scheduled reports;
prov ide online training; and
produce tailored ad hoc reports.
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(f)
2.6.3

You will automatically receiv e Software upgrades to the secure web portal.

IPT Summary Reporting
(a)

(b)
(c)

BT will prov ide you with a range of reports which prov ide information on v oice quality, call records,
route pattern analysis and hardware performance. BT’s reporting system automatically ev aluates
the performance of your IPT network dev ices, systems and applications by analysing key statistics,
using end to end historical data.
The IPT Summary Reporting Serv ice is only av ailable to you if you hav e selected IPT Performan ce
Management.
BT will prov ide:
(i)
(ii)
(iii)

(d)
(e)

(f)
(g)
2.6.4

BT will use reasonable endeav ours to ensure the accuracy and timeliness of BT’s reports and the
av ailability of any information which is prov ided online.
BT will store the data online for a period of six months and offline for a period of two years. BT will
ov erwrite daily, weekly and monthly summary reports on a rolling basis but you may download
reports for local storage.
The Serv ice does not include consultancy around the interpretation of reports, howev er BT may
prov ide consultancy under the Professional Serv ices option.
BT will only make the Summary Reporting Serv ice av ailable to you if you hav e selected a three or
fiv e year Minimum Period.

IPT Real Time Reporting
(a)
(b)
(c)
(d)
(e)
(f)
(g)
(h)

2.6.5

BT will prov ide you with a range of reports which prov ide information on CPU utilisation, memory
utilisation, disk partition performance, IPT and PSTN Trunk Av ailability and Voice Quality.
BT’s reporting system will automatically ev aluate the performance of your IPT network dev ices,
systems and applications by analysing key statistics using end to end near real time data.
The IPT Real Time Reporting Serv ice is only av ailable to you if you hav e selected IPT Performan ce
Management and Summary Reporting.
BT will also prov ide you with access to a secure web portal which will enable you to access report s
online.
BT will use reasonable endeav ours to ensure the accuracy and timeliness of BT’s reports and the
av ailability of any information which is prov ided online.
BT will store the data online for a period of six months and offline for a period of two years.
The Serv ice does not include consultancy around the interpretation of reports, howev er
consultancy can be prov ided by BT under the Professional Serv ices option.
The Real Time Reporting Serv ice is only av ailable to you if you hav e selected a three or fiv e year
Minimum Period.

3G/GPRS Performance Reporting
(a)

(b)

(c)

BT will prov ide you with a range of reports which may include information on mobile network
av ailability, connected users, network outage, number of Incidents, call performance statistics,
activ ations/deactiv ations and data throughput.
BT will only make the 3G/GPRS Performance Reporting Serv ice av ailable to you as an additional
chargeable option if you hav e selected the 3G/GPRS Shared Back Up Serv ice or the 3G/GPRS
Corporate Back Up Serv ice.
BT will prov ide the following reporting options:
(i)
(ii)

(d)
(e)

(f)
(g)
2.7

daily, weekly and monthly reporting options;
reports in graphical as well as text format, where appropriate; and
access to a secure web portal which will enable you to access reports online.

3G/GPRS Standard Reports; and
3G/GPRS Bespoke Reports.

BT will produce the reports monthly in PDF format and e-mail them to your nominated
representativ e where you select 3G/GPRS Standard Reports.
You may choose to hav e reports on a daily or weekly basis where you select 3G/GPRS Bespoke
Reports. BT will produce the reports in PDF format and e-mail them to your nominated
representativ e.
BT will use reasonable endeav ours to ensure the accuracy and timeliness of BT’s reports and the
av ailability of any information which is prov ided online.
BT will store data online for a period of six months and offline for a period of two years.

Service Management
Where you select an option from Serv ice Management as set out in the Order, the following additional
conditions will apply:
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2.7.1

Service Manager
(a)
BT will appoint a dedicated Serv ice Manager (“SM”) who will act as in life contact for you
throughout the period of the Contract.
(b)
The SM will perform the following activ ities:
(i)
(ii)
(iii)

(iv )

(c)

(d)
(e)
(f)
2.7.2

The SM will be based in the UK and will be av ailable on Business Days during Business Hours. You
will pay BT additional Charges for any work carried out by BT outside Business Hours. You will pay
BT reasonable trav el and accommodation expenses if you require the SM to trav el outside the
UK.
The SM will only support Serv ices prov ided under this Contract.
You will pay the Charges for the SM in adv ance.
You will be responsible for reporting any Incidents through the Serv ice Desk.

Desk Based Service Manager
(a)
(b)

BT will appoint a Desk Based SM who will act as the in life contact for you throughout the period
of the Contract and perform the activ ities set out below.
The Desk Based SM will perform the following activ ities:
(i)
(ii)

(iii)

(iv )

(c)
(d)

(e)
(f)
(g)
2.7.3

ownership of all serv ice issues associated with this Contract;
serv ice rev iews on either a monthly or three monthly basis, depending on the option
selected in the Order. This may include face to face or audio meetings with you;
produce and manage a serv ice dev elopment plan based on your Serv ice Lev els as set
out in the Order. The serv ice dev elopment plan is aimed at maintaining and where
appropriate improv ing the deliv ery of BT’s Serv ice to you; and
monitor network performance against your Serv ice Lev els and manage deliv ery of your
serv ice reports, where you hav e selected a performance reporting option of Silv er, G old
or Platinum.

ownership of all serv ice issues associated with this Contract;
serv ice rev iews v ia audio meetings on a monthly or three monthly basis, depending on the
option selected in the Order. The Desk Based SM option does not include your face to face
meetings;
produce and manage a serv ice dev elopment plan based on your Serv ice Lev els as set
out in the Order. The serv ice dev elopment plan is aimed at maintaining and where
appropriate improv ing the deliv ery of BT’s Serv ice to you; and
where you hav e selected a performance reporting option of Silv er, Gold or Platinum,
monitor network performance against your Serv ice Lev els and manage deliv ery of your
serv ice reports.

The Desk Based SM will be based in the UK and will be av ailable on Business Days during Business
Hours. You will pay BT additional Charges for any work carried out by BT outside Business Hours.
The Desk Based SM will carry out all the activ ities set out in Paragraph 2.7.2(b) abov e at the desk
and will not be expected to trav el. You will pay BT reasonable trav el and accommodation
expenses if you require the Desk Based SM to trav el.
The SM will only support Serv ices prov ided under this Contract.
You will pay Charges for the Desk Based SM in adv ance.
You will be responsible for reporting any Incidents through the Serv ice Desk as set out in Paragraph
8 of this Serv ice Schedule.

3G/GPRS Service Manager
(a)
BT will appoint a dedicated 3G/GPRS Serv ice Manager (“3G/GPRS SM”) who will act as in life
contact for you throughout the period of the Contract and will perform the activ it ies set out
below.
(b)
The 3G/GPRSSM will perform the following activ ities:
(i)
(ii)
(iii)
(c)
(d)
(e)

ownership of all serv ice issues associated with the 3G/GPRS Back Up Serv ice;
serv ice rev iews on either a monthly or three monthly basis, depending on the option
selected in the Order. This may include face to face or audio meetings with you; and
monitor serv ice performance and track the progress of any implemented serv ice
improv ements.

The 3G/GPRSSM will only support serv ice issues associated with the 3G/GPRS Back Up Serv ice
prov ided under this Contract.
The 3G/GPRS SM will be based in the UK and will be av ailable on Business Days during Business
Hours. You will pay BT additional Charges for any work carried out by BT outside Business Hours.
You will pay Charges for the 3G/GPRS SM in adv ance.
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(f)
2.7.4

You will be responsible for reporting any Incidents in the 3G/GPRS Serv ice through the Serv ice
Desk.

Contract Development Manager
(a)
BT will appoint a dedicated Contract Dev elopment Manager (“CDM”) who will act as in life
contact for you throughout the period of the Contract and will perform the activ ities set out
below.
(b)
The CDM will be responsible for and perform the following activ ities:
(i)
(ii)
(iii)
(iv )
(c)
(d)

(e)
(f)
(g)
2.8

ownership of all commercial and contractual issues associated with this Contract;
attendance at Serv ice rev iew s in accordance with the SM option selected in the Order;
manage any non-standard requirements set out in the Order; and
work with BT’s Account Team to produce and dev elop the Contract in line with your
requirements.

The CDM Serv ice is only av ailable to you if you hav e selected a SM option.
The SM will be based in the UK and will be av ailable on Business Days during Business Hours. You
will pay BT additional Charges for any work carried out by BT outside Business Hours. You will pay
BT reasonable trav el and accommodation expenses if you require the SM to trav el outside the
UK.
The SM will only support Serv ices prov ided under this Contract. Issues related to other BT Serv ices
and Contracts will not be cov ered by the CDM Serv ice offered under this Contract.
You will pay Charges for the CDM in adv ance.
You will raise further orders if additional work is required outside the scope of the work set out in
the Order, and additional Charges will apply.

Professional Services Options
Where you select an option of Professional Serv ices as set out in the Order, the following additional condition s
will apply:
2.8.1

General
(a)
BT will carry out work on Business Days during Business Hours. You will pay BT additional Charges
for any work carried out by BT outside Business Hours.
(b)
BT will appoint a consultant who will be your principal point of contact for all enquiries relating to
the Professional Serv ice. The consultant will assess your requirements and on completion of the
work, BT will prov ide you with a written report.
(c)
BT will correct any errors or omissions in the Professional Serv ice that are notified to BT by you within
three months of completion of the Professional Serv ice.

2.8.2

Charges
(a)
BT will inv oice you on completion of the Professional Serv ice and for any amounts claimed by BT
for expenses incurred, or as otherwise specified by BT under this Contract, with the exception of
Call Off Consultancy which is payable by you in adv ance.
(b)
BT will calculate Charges at the daily rate applicable at the time the work is carried out, unless
an alternativ e price is agreed with you.

2.8.3

Adhoc Consultancy
The Adhoc Consultancy Serv ice prov ides Professional Serv ices on an ad hoc basis and is designed to
address ad hoc or non-standard requirements not cov ered by other Serv ices. Charges for Adhoc
Consultancy are subject to quotation. The Adhoc Consultancy Serv ice is not subject to a Minimum
Period.

2.8.4

Call Off Consultancy
The Call Off Consultancy Serv ice prov ides Professional Serv ices on a call-off basis, v alid for a period of
12 months from the Serv ice Start Date. BT will not prov ide you with a refund if the Call Off Consultancy
Serv ice is not fully utilised within the 12 month period.

2.8.5

Training
The duration and content of av ailable training courses will be as specified in the Order. BT, or an
authorised Third Party, will deliv er the training, from time to time.

2.8.6

Wireless LAN Site Survey
(a)
BT will carry out a Wireless LAN Site Surv ey before prov ision of the Wireless LAN Serv ice to
determine the suitability of a Site for the Wireless LAN Serv ice.
(b)
BT will:
(i)
(ii)

carry out a physical inspection of the Customer’s Site;
check the proposed location of the Wireless LAN Serv ice within the Site;
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(iii)
(iv )
(v )
(v i)
(c)

2.8.7

You acknowledge and accept that the Wireless LAN Serv ice may be affected by future changes
which take place after the Site Surv ey. The changes may be to the accommodation layout or in
the surrounding area, which affects the transmission of the electromagnetic wav es used by the
Wireless LAN.

Security Policy Production
(a)
(b)

The Security Policy Production Serv ice includes preparation of a Network Serv ice Access Policy
and/or a Firewall Policy Production document as set out below.
A Network Serv ices Access Policy sets out:
(i)
(ii)
(iii)
(iv )
(v )
(v i)

(c)
(d)
(e)

(ii)
(f)

serv ices that are allowed or explicitly denied from the Customer’s LAN;
the way serv ices will be used;
conditions for exceptions to the policy;
a remote user authentication policy;
a dial in/dial out policy; and
a remote network connection and information serv er policy.

A Firewall Policy Production document sets out how the restricting of access and filtering of
serv ices, as defined in the Network Serv ice Access Policy, will be implemented on the Firewall.
BT will appoint a consultant to discuss security policy requirements with you. The consultant will
also perform the activ ities set out below.
The consultant will:
(i)

2.8.8

collect data on the existing accommodation layout;
identify any issues that need to be addressed by you prior to or in the course of prov iding
Serv ice;
produce a written report following the Site surv ey; and
design a Wireless LAN infrastructure using access point and client serv er equipment as
appropriate.

prov ide you with information about the serv ices av ailable and present the possible benefits
of each serv ice, after ev aluating your security requirements; and
prepare the policy documents.

You will prov ide BT w ith a copy of the Customer Network Serv ices Access Policy to enable BT to
produce the Firewall Policy Production where you only select the Firewall Policy Production
option.

Blue Coat Application Policy Production
BT will appoint a consultant to discuss security application policy requirements with you. The consultant
will prov ide you with information about the serv ices av ailable and present the possible benefits of each
serv ice, after ev aluating your security requirements.

2.8.9

IPS Policy Production
BT will appoint a consultant to discuss your security requirements relating to the Intrusion Prev ention
Serv ice (“IPS”). The consultant will also:
(i)
(ii)
(iii)

2.8.10

assist you with compiling information required as part of the IPS;
prov ide any other support in relation to your IPS policy requirements; and
work with you to compile all the required information for the IPS sensor configurations.

3G/GPRS Site Coverage Check
(a)
BT will carry out a Site cov erage check, to determine the Site’s suitability, before prov ision of the
3G/GPRS Back Up Serv ice and will perform the activ ities set out below.
(b)
BT will:
(i)
(ii)
(iii)
(iv )
(v )
(v i)

carry out a physical inspection of the Customer’s Site;
assess the Site to check it can support sufficient bandwidth av ailability to accommodate
3G/GPRS Back Up;
identify any issues that need to be addressed by you prior to or in the course of prov iding
Serv ice;
prov ide an estimate of the 3G/GPRS mobile network av ailability, cov erage and bandwidth
av ailability;
recommend the most appropriate location within the Site to install the CPE required for the
3G/GPRS Back Up Serv ice; and
produce a written report following the Site Cov erage Check to adv ise if the Site is suitable
for the 3G/GPRS Back Up Serv ice.
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(c)

(d)

3

BT will inv oice you for the Charges for the 3G/GPRS Site cov erage check regardless of whether
the 3G/GPRS Back Up Serv ice is av ailable or if you decide not to proceed with the 3G/GPRS Back
Up Serv ice, at that Site or any other Site.
BT will require a minimum of fiv e Business Days’ notice to arrange a Site cov erage check and
cov erage checks are subject to suitable engineer av ailability.

Service Management Boundary

3.1

The Serv ice Management Boundary is set out in the applicable product Schedules.

3.2

BT will hav e no responsibility for the Serv ice outside the Serv ice Management Boundary.

4
4.1

5

Associated Services and Third Parties
You acknowledge and accept that where BT’s management links are required to utilise a non -BT prov ided
network to enable BT to prov ide Serv ice to you, and there is a subsequent failure to the 3rd party network which
causes disruption to the Serv ice BT will hav e no liability to you relating to prov ision and performance of the
Serv ice and BT’s inability to prov ide the Serv ice, and/or its effect on other Serv ices. Any subsequent
maintenance activ ity required on the Serv ice will be subject to agreement and BT may raise additional charges
for such work. The SLA options will not apply.

Specific Terms and Conditions

5.1

Termination for Convenience
For the purposes of clause 17.2.1 of the General Terms, either of us may, at any time after the Serv ice Start Date
and without cause, terminate the Serv ice and/or the Associated Serv ices or any Order by giv ing 90 days’ Notice
to the other.

5.2

Minimum Period of Service and Renewal Periods
5.2.1

Unless one of us giv es Notice to the other of an intention to terminate the Serv ice and/or the Associated
Serv ices at least 90 days’ before the end of the Minimum Period of Serv ice or a Renewal Period (“Notice
of Non-Renewal”), at the end of the Minimum Period of Serv ice or any subsequent Renewal Period, the
Serv ice and/or Associated Serv ices will automatically extend for the Renewal Period, and both of us will
continue to perform each of our obligations in accordance with the Contract.

5.2.2

In the ev ent that one of us giv es a Notice of Non-Renewal, BT will cease deliv ering the Serv ice and/or
Associated Serv ice at the time of 23:59 on the last day of the Minimum Period of Serv ice or subsequent
Renewal Period.

5.2.3

BT may propose changes to this Schedule by giv ing you Notice at least 90 days prior to the end of the
Minimum Period of Serv ice and each Renewal Period (“Notice to Amend”).

5.2.4

Within 30 days of any Notice to Amend, you will prov ide BT Notice of your intention to:
(a)
(b)

(c)
5.2.5

agree to the changes BT proposed, in which case those changes will apply from the beginnin g
of the following Renew al Period;
request rev isions to the changes BT proposed, in which case both of us will enter into good faith
negotiations for the remainder of that Minimum Period of Serv ice or Renewal Period, as
applicable, and, if agreement is reached, the agreed changes will apply from the beginning of
the following Renewal Period; or
giv e a Notice of Non-Renewal.

If we both hav e not reached agreement in accordance with Paragraph 5.2.4(a) abov e by the end of
the Minimum Period of Serv ice or the Renewal Period, as applicable, the existing terms of this Schedule
will apply from the beginning of the following Renewal Period unless either of us elects to giv e a Notice
of Non-Renewal.

5.3

Access to Emergency Services
5.3.1
You acknowledge and agree that where the Serv ice does not prov ide the ability for Users to call the
emergency serv ices by dialling “999” or “112” that alternativ e arrangements will be made by you to
cov er this including the maintenance of a fixed telephone number.

5.4

Content
5.4.1

Where BT prov ides you with Content, you acknowledge and agree that:
(a)
(b)
(c)

the use of Content is at your own risk;
the Content may change from time to time;
the Content will only be used for its own purposes and is protected by copyright, trademark, and
other Intellectual Property Rights;

Confidential
BTL BTGS MSfBTSch_published28September2018.docx

Page 22 of 44

Managed Service from BT Schedule
(d)
(e)
(f)
(g)

5.5

you will not copy, store, adapt, modify, transmit, distribute externally, play or show in public,
broadcast or publish any part of the Content;
BT will not guarantee the accuracy or completeness of the Content;
you comply with any applicable terms and conditions when accessing Content; and
access to any Content prov ided on a subscription basis as part of the Serv ice will cease when
this Contract ends.

5.4.2

BT will hav e no obligation to store Content or any responsibility if stored Content is lost or deleted.

5.4.3

BT recommends that you sav e copies of information you wish to keep on other dev ices not connected
with the Serv ice.

Access to Internet
You acknowledge and agree that where the Serv ice and/or Associated Serv ices prov ide access to the Internet,
the use of the Internet is at your own risk.

5.6

5.7

EULA
5.6.1

If you are supplied with Software licensed by third parties you will be required to enter into an end user
licence agreement with the third party. You acknowledge that the Serv ice can only be prov ided by BT
if you hav e entered into such an end user licence agreement (“EULA”).

5.6.2

By accepting the terms of the EULA you acknowledge their conditions and to observ e and comply with
them for any and all use of the Serv ice.

5.6.3

You accept responsibility in accordance with the terms of the EULA for the use of the Software
accessible through Serv ices.

5.6.4

You acknowledge that you enter into the EULA for your own benefit and that the rights,
acknowledgements, undertakings, warranties and indemnities granted under the EULA are between
you and the third party.

5.6.5

Any loss or damage suffered by you or the third party under the EULA will be enforceable only between
you and the third party, and will not be enforceable against BT.

Review of Charges
5.7.1
BT will inv oice you for Charges relating to any Regulated Serv ice used as part of the Serv ice at the
prev ailing rate set out in the BT Price List and they will v ary in accordance with changes to the BT Price
List.
5.7.2

BT may adjust the Charges for all other elements of the Serv ice at any time prov ided that BT giv es you
at least 30 days prior Notice of any proposed increase in Charges prior to those dates.

5.7.3

In any calendar year, any percentage increase in Charges will not exceed the higher of:
(a)
(b)

5.7.4

You may giv e BT Notice to terminate any affected Serv ice within one month of the date of notification
if any increase in Charges for that Serv ice exceeds 10 percent.

5.7.5

You will not be required to pay the increased Charges or any termination Charges for the affected
Serv ice that would otherwise hav e been applicable.

5.7.6

BT will both rev iew whether to enter into a new contract at least six months before the end of the initial
Minimum Period or Renewal Period.

5.7.7

In agreeing Charges for the new contract, you and BT will hav e regard to the following factors:
(a)
(b)

5.8

the amount by which BT has increased the comparable charges for the Serv ice for BT’s other
commercial customers; and
10 per cent.

changes to BT’s standard Charges; and
the v olume and term of Serv ices BT supplies to you.

5.7.8

If we both cannot agree the terms for a new contract and we both agree that the Contract will be
renewed on the basis of the existing terms, BT may adjust the Charges to BT’s prev ailing standard rates.

5.7.9

BT will inform you of the adjusted Charges at least 90 days prior to the expiry of the initial Minimum Period.

Resale
BT will prov ide the Serv ice for your own use, including use by Users, and you will not resell the Serv ice to a Third
Party.

5.9

BT’s Employees
5.9.1

BT will prov ide the Serv ice using Employees that BT considers suitably qualified to undertake the work.
Such employees will remain under BT’s direction and control. BT will try to maintain continuity of BT’s
Employees but may at any time change those employees.
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5.9.2
5.10

Service Exclusions
5.10.1 The Serv ice may not be av ailable in Hull, the Isle of Man or the Channel Islands.
5.10.2

5.11

During the course of this Contract and for a period of 12 months after its termination or expiry, you will
not employ or offer employment, to BT’s Employees without BT’s written consent.

BT will hav e no liability to you for failure to supply the Serv ice if a Third Party refuses or delays to supply a
serv ice to BT and there is no alternativ e av ailable at reasonable cost.

Security Policy
5.11.1

BT will configure Serv ice elements in accordance with a standard security policy unless BT has agreed
alternativ e policies or instructions with you. BT does not guarantee that all instances of fraud, misuse,
unwanted or unauthorised activ ity or access to the BT Network, w ill be prev ented or detected, although
BT will use reasonable care and skill in carrying out BT’s obligations under this Contract, in accordance
with the applicable arrangements.

5.11.2

BT may take any appropriate action in order to limit any further occurrences of fraud, misuse, unwanted
or unauthorised activ ity or access to the BT Network, whenev er BT becomes aware that security has
been compromised. Nev ertheless, BT accepts no liability for any such incidents or for any information
held on the BT Network, whether:
(a)
(b)

5.11.3

generated within the BT Network or transmitted onto it from the Internet or otherwise; or
for any loss or damage suffered by you including Toll Fraud, corruption or destruction of any data
held on the BT Network, which occurs as a result of any breach of security, irrespectiv e of the
cause.

You will therefore take responsibility for:
(a)
(b)

the content and application of security policies designed to prev ent unwanted or unauthorised
activ ity or access to the BT Network; and
the implementation of suitable data archiv ing or other housekeeping activ ities which could
minimise the effect of any breach of security.
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Part B – Service Delivery and Management
6
6.1

BT’s Obligations
Service Delivery
Before the Serv ice Start Date and, where applicable, throughout the prov ision of the Serv ice, BT will:
6.1.1

prov ide you with contact details for the helpdesk that you will be able to contact to submit serv ice
requests, report Incidents and ask questions about the Serv ice (“Service Desk”);

6.1.2

comply with all reasonable health and safety rules and regulations and reasonable security
requirements that apply at a Site and are notified to BT in writing. BT will not be liable if, as a result of any
such compliance, BT is in breach of any of BT’s obligations under this Contract;

6.1.3

where applicable, arrange for any surv eys to be conducted to confirm the av ailability of a suitable
Access Line to the Sites, and if the surv eys identify that additional engineering work is required in order
to prov ide a suitable Access Line to the Sites, BT may prov ide a new quote to you, detailing the
additional Charges you will need to pay for the engineering work to be completed;
(a)

(b)

6.2

if you accept the new quote, BT will cancel the existing Order t o the affected Sites and will
generate a new Order for the affected Sites and will arrange for the additional engineering works
to be carried out; or
if you do not accept the new quote, BT will cancel your existing Order for the prov ision of Serv ice
to the affected Sites and BT will hav e no obligation to prov ide the Serv ice.

6.1.4

inform you, if it is necessary for you to prov ide any input(s) in order for the Serv ice to function;

6.1.5

prov ide you with a date on which deliv ery of the Serv ice (or each part of the Serv ice, including to each
Site) is due to start (“Customer Committed Date”) and will use commercially reasonable endeav ours to
meet any Customer Committed Date.

Commissioning of the Associated Services
Before the Serv ice Start Date, BT will:

6.3

6.2.1

configure the Associated Serv ices;

6.2.2

conduct a series of standard tests on the Associated Serv ices to ensure they are configured correctly;

6.2.3

connect the Associated Serv ices to any Enabling Serv ices being prov ided;

6.2.4

carry out the project management activ ities as set out in Paragraph 2.1.4; and

6.2.5

on the date that BT has completed the activ ities in this Paragraph 6.2, confirm to you the intended
Serv ice Start Date. It will be deemed that you hav e accepted the Serv ice and Associated Serv ices on
this date.

During Operation
On and from the Serv ice Start Date, BT:
6.3.1

will respond and use reasonable endeav ours to remedy an Incident without undue delay and in
accordance with the Serv ice Lev els in Part C of the Contract if BT detects or if you report an Incident
on the BT Network;

6.3.2

will work with the relev ant supplier to restore Serv ice as soon as practicable during Business Hours and
where the Site is outside the UK during Local Contracted Business Hours if BT detects, or if you report an
Incident on the Serv ice;

6.3.3

will prov ide and maintain a web portal to enable you to carry out a range of functions related to the
Serv ice;

6.3.4

may carry out Maintenance from time to time and will endeav our to inform you:
(a)

(b)

at least fiv e Business Days before any Planned Maintenance on the BT Network and/or BT
Equipment, howev er you agree that BT may inform you with less notice than normal w here
emergency Maintenance is required; or
without undue delay for scheduled Planned Maintenance by a supplier;

6.3.5

may, in the ev ent of a security breach affecting the Serv ice, require you to change any or all of your
passwords. BT does not guarantee the security of the Serv ice against unauthorised or unlawful access
or use; and

6.3.6

may occasionally change the technical specification of the Serv ice prov ided that:
(a)
(b)
(c)

any such change does not materially decrease or impair performance of the Serv ice;
BT prov ides you with as much notice as reasonably practicable before taking any action;
BT giv es you 30 days written notice should there be any change to the Charges; and
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(d)

6.4

in the ev ent that, hav ing receiv ed a notice under (c) abov e, you decide to terminate the receipt
of the Serv ice, then you may do so in accordance with the prov isions of Paragraph 5.1 except
that the notice period in respect of the termination will be 30 days.

The End of the Service
On notification of termination of the Serv ice by either one of us, or notification of expiry, BT will:
6.4.1

once you hav e prov ided a Customer Required by Date prov ide you with a date on which termination
of the Serv ice (or each part of the Serv ice, including to each Site) is due to take place (“BT Adjusted
Customer Required by Date”);

6.4.2

use commercially reasonable endeav ours to meet the BT Adjusted Customer Required by Date;

6.4.3

inform you if it is necessary for you to prov ide any input(s) on top of your contracted obligations to be
able to terminate the Serv ice(s); and

6.4.4

inform you if the request to amend or change a Customer Required by Date has been accepted by all
of BT’s suppliers (where relev ant).

On termination of the Serv ice by either one of us, or expiry, BT:

7
7.1

6.4.5

will prov ide configuration information relating to the Serv ice prov ided at the Sites in a format that BT
reasonably specifies;

6.4.6

may disconnect and remov e any BT Equipment located at the Sites; and

6.4.7

may delete any Content.

Your Obligations
Service Delivery
Before the Serv ice Start Date and, where applicable, throughout the prov ision of the Serv ice by BT, you will:
7.1.1

specify in the Order, the name(s) and contact details of the indiv idual(s) authorised to act on your
behalf for Serv ice implementation (including Site Contacts), technical and billing matters (“Customer
Contact”). BT may accept instructions from a person who BT reasonably believ es is acting with your
authority;

7.1.2

prov ide BT with any information reasonably required without undue delay;

7.1.3

prov ide BT with any information reasonably required without undue delay. BT may rev iew the Charges
for the Serv ice, if the information prov ided by you changes or if you prov ide incomplete or incorrect
information. BT may dispose of any information receiv ed from you under this Contract three months
after completion of the Serv ice or termination of this Contract, whichev er is the earlier;

7.1.4

be responsible for the creation, maintenance and design of all your information;

7.1.5

warrant that you will comply with all consumer and other legislation, instructions or guidelines issued by
regulatory authorities, relev ant licences and any other codes of practice which apply to both of us and
which relate to the prov ision of Customer Information prov ided that BT has giv en n otice to you of those
which apply to BT;

7.1.6

ensure that the relev ant members of your staff are generally av ailable to prov ide assistance, adv ice or
instruction as BT may require in the course of prov iding the Serv ice;

7.1.7

prov ide BT with access to any of your Sites during Business Hours, or as otherwise agreed, to enable BT
to set up, deliv er and manage the Serv ice;

7.1.8

allow BT to set up any specialist equipment at your Site(s) which is required for performance of BT’s
obligations under this Contract;

7.1.9

complete any preparation activ ities that BT may request to enable you to receiv e the Serv ices promptly
and in accordance with any reasonable timescales;

7.1.10

notify BT in writing of any health and safety rules and regulations and security requirements that apply
at a Site;

7.1.11

prov ide correct address details and a named contact person at each Site where a Site v isit is booked
and at least two Business Days’ notice where a Site v isit needs to be re-arranged for a different date. BT
may raise an abortiv e v isit Charge where you fail to comply with any of the prov isions described in this
Paragraph 7.1.11 and/or when BT’s engineer arriv es at a Site to carry out the work, but you no longer
want the work completed or want it completed on a different date;

7.1.12

in jurisdictions where an employer is legally required to make such disclosure to its employees and/or
Users:
(a)

inform your employees and Users that as part of the Serv ice being deliv ered by BT, BT may monitor
and report to you the use of any targeted applications by your employees and/or Users; and
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(b)

7.1.13

ensure that the LAN protocols and applications you use will be compatible with the Serv ice;

7.1.14

where applicable prov ide and maintain a Line at the Site(s) for exclusiv e use with the Serv ice. You will
pay all Charges related to prov ision and use of such line and report any incidents in such line(s) directly
to the supplier of the line;

7.1.15

ensure you put appropriate measures in place to enable Users to call emergency serv ices;

7.1.16

not to make changes to the Serv ice, without BT’s prior written agreement. BT will charge you for any
costs incurred by BT for such changes;

7.1.17

prov ide BT with the name and contact details of at least one indiv idual who will be responsible for
receiv ing the Purchased Equipment at the Site;

7.1.18

prepare and maintain the Site for the installation of BT Equipment and Purchased Equipment and supply
of the Serv ice, including, without limitation:
(a)

(b)

(c)
(d)

(e)
7.1.19

prov ide a suitable and safe operational env ironment for any BT Equipment and/or Purchased
Equipment including all necessary trunking, conduits, cable trays, and telecommunica tion s
connection points in accordance with BT’s reasonable instructions and in accordance with
applicable installation standards;
take up or remov e any fitted or fixed floor cov erings, ceiling tiles and partition cov ers and/or
prov ide any openings in buildings required to connect BT Equipment and/or Purchased
Equipment to appropriate telecommunications facilities in time to allow BT to undertake any
necessary installation or Maintenance Serv ices;
carry out any work that may be required after installation to make good any cosmetic damage
caused during the installation or Maintenance Serv ices;
prov ide a secure, continuous power supply at the Site for the operation and maintenance of the
Serv ice and BT Equipment and/or Purchased Equipment at such points and wi th such
connections as BT specifies. In order to mitigate any Serv ice interruption resulting from failure in
the principal power supply, you will prov ide back-up power with sufficient capacity to conform
to the standby requirements of the applicable British standards; and
prov ide internal cabling between the BT Equipment and any Customer Equipment, as
appropriate; and

until ownership in any Purchased Equipment transfers to you:
(a)
(b)
(c)
(d)

(e)
(f)
(g)

(h)
(i)

(j)
(k)

7.2

ensure that your employees and Users hav e consented or will be deemed to hav e consented to
such monitoring and reporting (if such consent is legally required), agree that BT will not be liable
for any failure by you to comply with this instruction and indemnify BT from and against any Claims
or action brought by your employees or Users against BT arising out of the deliv ery of Serv ices by
BT.

keep the Purchased Equipment safe and without risk to health;
only use the Purchased Equipment, or allow it to be used, in accordance with any instructions BT
may giv e and for the purpose for which it is designed;
not mov e the Purchased Equipment or any part of it from the Site;
not make any alterations or attachments to the Purchased Equipment without BT’s prior written
consent. If BT giv es BT’s consent, any alterations or attachments will become part of the
Purchased Equipment;
not sell, charge, assign, transfer or dispose of or part with possession of the Purchased Equipment
or any part of it;
not allow any lien, encumbrance or security interest ov er the Purchased Equipment, nor pledge
the credit of BT for the repair of the Purchased Equipment or otherwise;
not claim to be owner of the Purchased Equipment and ensure that the owner of the Site will not
claim ownership of the Purchased Equipment, ev en if the Purchased Equipment is fixed to the
Site;
obtain appropriate insurance against any damage to or theft or loss of the Purchased Equipment;
indemnify BT against all claims and proceedings arising from your use of the Purchased
Equipment or if the Purchased Equipment is damaged, stolen or lost. You will keep BT informed of
anything which may affect BT’s rights, or inv olv e BT in any proceedings, loss or liability;
ensure that the Purchased Equipment appears in BT’s name in your accounting books; and
if there is a threatened seizure of the Purchased Equipment, or clause 18.3 of the General Terms
applies to you, immediately notify BT and BT may take action to repossess the Purchased
Equipment. You will also notify interested third parties that BT owns the Purchased Equipment.

Service Operation
On and from the Serv ice Start Date, you will:
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7.2.1

ensure that the Customer Contact will take Incident reports from Users and pass these to the Serv ice
Desk using the reporting procedures agreed between both of us, and will be av ailable for all subsequent
Incident management communications;

7.2.2

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

7.2.3

ensure that any Customer Equipment that is connected to the Serv ice or that you use, directly or
indirectly, in relation to the Serv ice is:
(a)

(b)
(c)
(d)

(e)

connected using the applicable BT Network termination point, unless you hav e BT’s permission to
connect by another means and used in accordance with any instructions, standards and safety
and security procedures applicable to the use of that Customer Equipment;
connected and used in accordance with any instructions, standards and safety and security
procedures applicable to the use of that Customer Equipment;
adequately protected against v iruses and other breaches of security;
technically compatible with the Serv ice and will not harm or damage BT Equipment, the BT
Network, or any of BT’s supplier’s or subcontractor’s network or equipment. It must also conform
to any applicable interface specifications and routing protocols specified by BT from time to time.
In the case of Purchased Equipment sold to you for your use with the Serv ice, you may rely upon
BT’s representations as to such compatibility and compliance, as of the date of prov ision; and
approv ed and used in accordance with relev ant instructions and Applicable Law;

7.2.4

immediately disconnect any Customer Equipment, or adv ise BT to do so at your expense, if Customer
Equipment does not meet any relev ant instructions, standards or Applicable Law;

7.2.5

connect equipment to the Serv ice only by using the NTE at the Sites;

7.2.6

not use BT Equipment other than in accordance with BT’s written instructions or authorisation;

7.2.7

not mov e, add to, reconfigure, modify or otherwise interfere with BT Equipment, nor permit any other
person (other than a person authorised by BT) to do so. You will be liable to BT for any loss of or damage
to BT Equipment, except where the loss or damage is a result of fair wear and tear or caused by BT. You
will not mov e or relocate any BT Equipment without BT’s prior written consent and you will pay BT costs
or expenses reasonably incurred as a result of such mov e or relocation;

7.2.8

ensure the compatibility of any applications it wishes to use with the Serv ice, other than where such
applications are prov ided by BT under this Contract;

7.2.9

distribute, manage and maintain access profiles, passwords and other systems administration
information relating to the control of Users’ access to the Serv ice;

7.2.10

maintain a list of current Users and immediately terminate access for any person who ceases to be an
Authorised User;

7.2.11

ensure the security and proper use of all v alid User access profiles, passwords and other systems
administration information used in connection with the Serv ice and:
(a)
(b)
(c)

inform BT immediately if a user ID or password has, or is likely to, become known to an
unauthorised person, or is being or may be used in an unauthorised way;
take all reasonable steps to prev ent unauthorised access to the Serv ice; and
satisfy BT’s security checks if a password is lost or forgotten;

7.2.12

if requested to do so by BT in order to ensure the security or integrity of the Serv ice, change any or all
passwords and/or other systems administration information used in connection with the Serv ice. BT will
giv e you prior written notice of such changes where user identification and passwords are allocated by
BT.;

7.2.13

comply with the prov isions of any Software licences prov ided with or as part of the Serv ice;

7.2.14

ensure that the maximum number of Users that you authorise to access and use the Serv ice (“Authorised
Users”) will not exceed the permitted number of User identities set out in the Order;

7.2.15

not allow any Authorised User subscription to be used by more than one indiv idual User unless it has
been reassigned in its entirety to another indiv idual Authorised User, in which case you will ensure the
prior Authorised User will no longer hav e any right to access or use the Serv ice;

7.2.16

maintain a written, up to date list of current Authorised Users and prov ide such list to BT within fiv e Business
Days of BT’s written request at any time;

7.2.17

if Third Party software is required in order to operate the Serv ice, be responsible for ensuring that it has
the appropriate number and type of software licences av ailable and that the software is av ailable in
an appropriate format, and that any applications (other than ones prov ided by BT as part of the Serv ice)
are compatible with the Serv ice;
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7.2.18

backup, store, archiv e and maintain all Serv ice configurations using appropriate software unless you
hav e selected a configuration management option;

7.2.19

allow BT access to relev ant Customer information and data, reasonably required to support any
amendment to this Contract;

7.2.20

be responsible for the prov ision, installation, configuration, operation, monitoring and maintenance of
equipment, required by Users to facilitate remote access to the Serv ice; and

7.2.21

where applicable, authorise BT to take ov er the management control of lines already prov ided by BT
under a separate contract and to make such changes to them, as BT deems appropriate including
updating corporate account records so Charges can be inv oiced under this Contract.

7.2.22

IPT Specific Obligations
Where BT is prov iding an IPT Serv ice across a WAN and/or LAN that is not maintained by BT, you will:
(a)
(b)
(c)
(d)
(e)

7.2.23

be responsible for the design, configuration, implementation, maintenance and support of such
WAN and/or LAN;
ensure that such WAN and/or LAN is able to carry real time sensitiv e traffic;
maintain end to end integrity of such WAN and/or LAN solution and instruct the WAN and /or LAN
serv ice prov ider(s) to work with BT to ensure end to end v oice quality;
be responsible for ensuring that such WAN and/or LAN solution or any other type of serv ice
integrates with BT’s IPT Serv ice; and
be responsible for the installation of any softphone or wireless phone that is prov ided by BT under
this Contract. BT will not respond to any Incident reports concerning speech quality. BT is not
responsible for the interoperability of any S oftware or wireless phone Software with any other
application(s) installed on the Customer Equipment.

WAN Specific Obligations
Where BT is prov iding a WAN Serv ice, but not the associated LAN, you will:
(a)
(b)
(c)

7.2.24

be responsible for the design, configuration, implementation, maintenance and support of such
LAN;
be responsible for the integration of features and functionality between BT’s WAN Serv ice with
such LAN; and
be responsible for ensuring that such LAN solution integrates with BT’s WAN.

LAN Specific Obligations
Where BT is prov iding a LAN Serv ice, but not the associated WAN, you will:
(a)
(b)
(c)

7.3

8
8.1

be responsible for the design, configuration, implementation, maintenance and support of such
WAN;
be responsible for the integration of features and functionality between BT’s LAN Serv ice with
such WAN; and
be responsible for ensuring that such WAN solution integrates with BT’s LAN.

The End of the Service
On termination of the Serv ice by either one of us, or expiry you will:
7.3.1

prov ide BT with all reasonable assistance necessary to remov e BT Equipment from the Sites;

7.3.2

disconnect any Customer Equipment from BT Equipment located at the Sites;

7.3.3

not dispose of or use BT Equipment other than in accordance with BT’s written instructions or
authorisation;

7.3.4

arrange for any BT Equipment located at the Sites to be returned to BT; and

7.3.5

be liable for any reasonable costs of recov ery that BT incurs in recov ering the BT Equipment.

Notification of Incidents
Where you become aware of an Incident:
8.1.1

the Customer Contact will report it to BT’s Serv ice Desk;

8.1.2

BT will giv e you a report, which will include a unique reference number and details of the Incident
(“Trouble Ticket”);

8.1.3

BT will inform you when BT believ es the Incident is cleared, and will close the Trouble Ticket when:
(a)
(b)

you confirm that the Incident is cleared within 20 minutes of being informed; or
BT has attempted unsuccessfully to contact you in relation to the Incident and you hav e not
responded within 20 minutes of BT’s attempt to contact you; and
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8.1.4

8.2

9

if you confirm that the Incident is not cleared within 20 minutes of being informed, the Trouble Ticket will
remain open, and BT will continue to endeav our to resolv e the Incident until the Trouble Ticket is closed
as set out in Paragraph 8.1.3.

Where BT becomes aware of an Incident, Paragraphs 8.1.2, 8.1.3 and 8.1.4 will apply.

Invoicing

9.1

BT will inv oice you for the Charges for the Serv ice as set out in paragraph 9.2 in the amounts and currency
specified in any Orders.

9.2

Unless stated otherwise in an applicable Order, BT will inv oice you for:
9.2.1

connection and Installation Charges, on or after the Serv ice Start Date (or monthly/quarterly in arrears
prior to the Serv ice Start Date for any work carried out where the planned installation period is longer
than one month);

9.2.2

Recurring Charges, except Usage Charges, monthly in adv ance unless a quarterly billing option is
specified in the Order. (for any period where Serv ice is prov ided for less than one month, the Recurrin g
Charges will be calculated on a daily basis);

9.2.3

Usage Charges, monthly/quarterly in arrears on the first day of the relev ant month, calculated at the
then current rates;

9.2.4

any Charges for any Purchased Equipment on or after the Serv ice Start Date, and those Charges which
will apply from the date of deliv ery of that Purchased Equipment; and

9.2.5

any Termination Charges incurred in accordance with Paragraph 11 upon termination of the relev ant
Serv ice.

9.3

Usage Charges are not included in the Charges for the S erv ice set out in the Order. Usage Charges and
associated terms are detailed in the BT Price List except as may be stated on the Order.

9.4

BT may inv oice you for any of the following Charges in addition to those set out in the Order:
9.4.1

Charges for inv estigating Incidents that you report to BT where BT finds no Incident or that the Incident
is outside the Serv ice Management Boundary;

9.4.2

Charges for commissioning the Serv ice as set out in Paragraph 6.2 outside of Business Hours;

9.4.3

Charges for restoring Serv ice if the Serv ice has been suspended in accordance with clause 10.1.2 of the
General Terms;

9.4.4

Charges for expediting prov ision of the Serv ice at your request after you hav e been informed of the
Customer Committed Date;

9.4.5

Charges for decommissioning a Site;

9.4.6

Charges for producing, reissuing or sending copies of any documents BT has already sent to you which
hav e not been returned within the timeframe set out in the document;

9.4.7

Charges for additional work carried out by BT where you fail to keep an agreed appointment with BT at
a Site (also referred to as an abortiv e v isit charge);

9.4.8

Charges which arise as a result of a site surv ey;

9.4.9

Charges for work carried out by BT at your request outside of Business Hours (also referred to as Timescale
Charges);

9.4.10

Charges for work carried out by BT to correct a Incident caused by some act or omission on your part;

9.4.11

Charges for additional work carried out by BT due to you requesting a change to the S erv ice design set
out in the Order Form;

9.4.12

Charges for additional work carried out by BT where you delay deliv ery or installation of the Serv ice. BT
may inv oice you immediately for work carried out that would hav e been due and proper had the delay
not occurred;

9.4.13

Charges for additional work carried out by BT where BT’s obligations are made more complex or costly
as a result of some act or omission on the part of you;

9.4.14

Charges which arise where BT recommends a change to Purchased Equipment for technical reasons
identified during prov ision of the Serv ice;

9.4.15

Charges for additional work carried out by BT directly attributable to your failure to perform or delay
where such work is necessary to prov ide the Serv ice;

9.4.16

Charges for cancelling the Serv ice in accordance with clause 16 of the General Terms; and

9.4.17

any other Charges set out in any applicable Order or the BT Price List or as otherwise agreed between
both of us.
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9.5

Where practicable, BT will notify you in adv ance of BT’s intention to raise additional Charges and agree t hese
with you.

10 Cancellation Charges
10.1

If you exercise your right under clause 17 of the General Terms to cancel the Serv ice and/or Associated Serv ice,
for conv enience, prior to the Serv ice Start Date, you will pay BT in respect of work performed, money spent and
commitments entered into to meet your requirements up to and including the time of such cancellation and for
any expenses incurred in remov al from the Site of BT Equipment, Purchased Equipment and Supplied Equipment.

11 Charges at the End of the Contract
11.1

11.2

If you exercise your right under clause 17 of the General Terms to terminate the Contract, the Serv ice and/or
Associated Serv ice, for conv enience, you will pay BT:
11.1.1

all outstanding Charges for Serv ice rendered;

11.1.2

De-commissioning Charges;

11.1.3

any remaining Charges outstanding with regard to BT Equipment or Purchased Equipment; and

11.1.4

any other Charges set out in the Order.

In addition to the Charges set out at Paragraph 11.1 abov e, if you terminate during the Minimum Period of
Serv ice or any Renewal Period, you will pay BT Termination Charges, as compensation, equal to:
11.2.1

20 per cent of the Recurring Charges for Network Serv ices terminated for all other remaining months of
the Minimum Period of Serv ice or Renewal Period;

11.2.2

35 per cent of the Recurring Charges for all other Serv ices (except for Serv ices set out under Paragraphs
11.2.3, 11.2.4 and 11.2.5 below) terminated for all other remaining months of the M inimum Period of
Serv ice or Renewal period;

11.2.3

Charges payable for the remainder of the Minimum Period or Renewal period, for the Maintenance
Serv ice and/or management Serv ices relating to your existing equipment taken ov er by BT in
accordance with the terms set out in the Equipment Schedule;

11.2.4

For BTnet/Internet Connect UK
(a)
(b)

an amount equal to 100 per cent of the Recurring Charges for any parts of the Serv ice that were
terminated for all other remaining months of the Minimum Period of Serv ice; and
an amount equal to 50 per cent of the Recurring Charges for any parts of the Serv ice that were
terminated for all other remaining months of the Committed Term (excluding the Minimum Period
of Serv ice).

11.2.5

80 per cent of the Recurring Charges for Message scan Serv ices terminated for all other remainin g
months of the Minimum Period of Serv ice or Renewal Period;

11.2.6

for SHDS Connect 1000 FT5 Serv ices with a 5 year Minimum Period:
(a)
(b)
(c)
(d)
(e)

11.2.7

200 per cent of the Recurring Charges for SHDS Connect 1000 FT5 Serv ices terminated in year one
for all other remaining months of the Minimum Period of Serv ice;
180 per cent of the Recurring Charges for SHDS Connect 1000 FT5 Serv ices terminated in year two
for all other remaining months of the Minimum Period of Serv ice;
160 per cent of the Recurring Charges for SHDS Connect 1000 FT5 Serv ices terminated in year
three for all other remaining months of the Minimum Period of Serv ice;
140 per cent of the Recurring Charges for SHDS Connect 1000 FT5 Serv ices terminated in year four
for all other remaining months of the Minimum Period of Serv ice;
120 per cent of the Recurring Charges for SHDS Connect 1000 FT5 Serv ices terminated in year fiv e
for all other remaining months of the Minimum Period of Serv ice;

the following additional Charges:
(a)
(b)

all committed costs to a supplier incurred by BT as a result of your commitment to BT under the
Contract, which BT cannot reasonably mitigate; and
all incremental charges incurred by BT from a supplier due to the early termination.

11.2.8

any discount that has been applied as a result of the Minimum Period selected including any term
discount;

11.2.9

during the first 12 months of the Minimum Period of Serv ice only:
(a)
(b)

100 per cent of the Recurring Charges for the part(s) of the Serv ice terminated for any remainin g
months of the first 12 months of the Minimum Period of Serv ice; and
any waiv ed Installation Charges for the part(s) of the Serv ice(s) that will be terminated; and
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11.2.10 any applicable connection charges, plus termination Charges as set out in the BT Price List for any
Regulated Serv ices.
11.3

If you exercise your right under clause 17 of the General Terms to terminate the Contract, the Serv ice or any
Associated Serv ice, for conv enience, during the Minimum Period of Serv ice or Renewal Period, BT may rev iew
the Charges for Serv ice to the remaining Sites.

11.4

Termination of any indiv idual Serv ice will not affect the Parties’ rights and obligations with regard to any other
Serv ice.

11.5

You will not pay BT Termination Charges where you terminate the Serv ice and/or Associated Serv ice and migrat e
to another Serv ice and/or Associated Serv ice prov ided by BT under this Contract prov ided that:
11.5.1

the planned Serv ice Start Date of the new Serv ice(s) and/or Associated Serv ice is within 90 days of the
effectiv e date of termination;

11.5.2

the total annual Recurring Charges are equal to or greater than the annual Recurring Charges of the
terminated Serv ices and/or Associated Serv ices;

11.5.3

the Serv ice and or/Associated Serv ices to be terminated has been operational for at least 12 months
(or has been operational for at least three months if the Serv ice to be terminated is ADSL Connect);

11.5.4

the Minimum Period of the new Serv ice and/or Associated Serv ice is either three or fiv e years;

11.5.5

the Serv ice/Associated Serv ice to be terminated and the new Serv ice/Associated Serv ice are at the
same Site; and

11.5.6

you pay BT Decommissioning Charges for the Serv ices/Associated Serv ices which are terminated.

This Paragraph does not apply to Regulated Serv ices, you will pay applicable termination Charges as set out in
Paragraph 11.2.9 abov e.

12 Service Amendment
12.1

12.2

You may request, by giv ing BT Notice, a change to:
12.1.1

an Order for the Serv ice and/or Associated Serv ices (or part of an Order) at any time before the
applicable Serv ice Start Date; or

12.1.2

the Serv ice and/or Associated Serv ices, at any time on or after the Serv ice Start Date.

If you exercise your right under Paragraph 12.1, and except where a change results from BT’s failure to comply
with BT’s obligations under the Contract, BT will, within a reasonable time, prov ide you with a written estimate,
including:
12.2.1

the likely time required to deliv er the changed Serv ice and/or Associated Serv ice; and

12.2.2

any changes to the Charges due to the changed Serv ice and/or Associated Serv ice.

12.3

BT has no obligation to proceed with any change that you request under Paragraph 12.1, unless and until we
both agree in writing on the necessary changes to the Charges, implementation timetable and any other
relev ant terms of the Contract to take account of the change.

12.4

If BT changes a Serv ice and/or Associated Serv ice prior to the Serv ice Start Date because you hav e giv en BT
incomplete or inaccurate information, BT may, in BT’s reasonable discretion, apply additional reasonable one time and/or Recurring Charges.

13 IP Addresses, Domain Names and Telephone Numbers
13.1

Except for IP Addresses expressly registered in your name, all IP Addresses and Domain Names made av ailable
with the Serv ice will at all times remain BT’s property or the property of BT’s suppliers and will be non -transferable.
All of your rights to use such IP Addresses and/or Domain Names will cease on termination or expiration of the
Serv ice.

13.2

You are responsible for dev ising any IP addresses which may be required for the purposes of the WAN, LAN (or
both as appropriate) network management.

13.3

BT cannot ensure that any requested Domain Name will be av ailable from or approv ed for use by the Internet
Registration Authority and BT has no liability for any failure in the Domain Name registration, transfer or renewal
process.

13.4

You warrant that you are the owner of, or are authorised by the owner of, the trade mark or name that you wish
to use as a Domain Name.

13.5

You are responsible for all fees associated with registration and maintenance of your Domain Name, and will
reimburse BT for any and all fees that BT pays to any Internet Registration Authorities, and thereafter be
responsible for paying such fees directly to the relev ant Internet Registration Authorities.
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13.6

Telephone numbers made av ailable with the Serv ice will at all times remain BT’s property and will be nontransferable, and all of your rights to use such telephone numbers will cease on termination or expiration of the
Serv ice.

14 BT Equipment
14.1

BT Equipment will remain BT’s property at all times and risk in BT Equipment will pass to you upon deliv ery, whether
or not the BT Equipment has been installed.

14.2

You will hold BT Equipment in safe custody at your own risk and will maintain and keep it in good condition
except for fair wear and tear.

14.3

You will not use BT Equipment other than in accordance with BT’s written instructions or authorisation and will not
mov e, add to, reconfigure, modify or otherwise interfere with BT Equipment, nor permit any other person (other
than a person authorised by BT) to do so.

14.4

You will be liable to BT for any loss of or damage to BT Equipment, except where the loss or damage is a result
of fair wear and tear or caused by BT.

14.5

You will not mov e or relocate any BT Equipment without BT’s prior written consent and you will pay BT’s costs and
expenses reasonably incurred as a result of such mov e or relocation.

14.6

On termination of the Serv ice by either of us, you will:
14.6.1

prov ide BT with all reasonable assistance necessary to remov e BT Equipment from the Site(s);

14.6.2

disconnect any Customer Equipment from BT Equipment located at the Site(s);

14.6.3

not dispose of or use BT Equipment other than in accordance with BT’s written instructions or
authorisation;

14.6.4

arrange for any BT Equipment located at the Site(s) to be returned to BT; and

14.6.5

be liable for any reasonable costs of recov ery incurred by BT in recov ering the BT Equipment.

15 Customer Equipment
15.1

Where you hav e selected to hav e Customer Equipment maintained or maintained and managed by BT then
BT will be entitled to inspect and test such equipment at any time, and prov ision of this Serv ice element will be
subject to the following:
15.1.1

successful completion of BT’s agreement to assess Customer Equipment; and

15.1.2

Customer Equipment being in good operating condition, at the appropriate operating lev el and
capable of supporting BT’s portfolio.

15.2

The maintenance of a Customer Equipment is only av ailable where you hav e selected a Maintenance option
of reactiv e Fault Management option or Rapid Diagnostics Serv ice or Standard or Enhanced Incident
Management and Project Management with BT Desk Based Project Manager or BT Face to Face Project
Manager.

15.3

The BT Desk Based Project Manager or BT Face to Face Project Manager, as appropriate, will work with you to
establish a project initiation document agree lead times and plan implementation testing and commission in g
activ ities. The Serv ice may v ary at each Customer Site.

15.4

The Customer Equipment at each Site must hav e the same lev el of CPE Maintenance Serv ice as selected for all
other equipment at such Site.

15.5

Where you hav e selected for BT to take responsibility of configuring your solution, as detailed in the Order Form,
then BT must be giv en appropriate access to the Customer Equipment configuration and BT will require you to
specify your configuration requirements.

15.6

For the purposes of this Paragraph 15, title and risk in any of the Customer Equipment will remain with you.

15.7

The inv entory list from BT’s agreement to assess Customer Equipment will be incorporated into the Order Form of
this Contract.

15.8

Where BT permits you to compile the inv entory list, you are responsible for prov iding accurate information on the
inv entory list. If BT discov ers there is CPE on the Customer Site that you hav e failed to include in the inv entory list,
which should hav e been included in the inv entory list, BT will, on receipt of written instruction from you, add the
CPE to the inv entory list and apply the appropriate maintenance charges to the next bill. BT also reserv es the
right to apply retrospectiv e maintenance charges for any CPE that should hav e been included in the inv entory
list that you prov ided at the start of the maintenance Contract.

15.9

Where BT has to carry out any repairs, modifications or adjustments to any of the Customer Equipment or
Software (including Software upgrades) which BT considers necessary to prov ide the Serv ice, then you will pay
BT’s reasonable Charges for such work.

15.10 BT will not be liable for any faults due to other maintainers or any other work carried out by prev ious maintainers.
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15.11 You are responsible for prov iding all necessary information to enable prov ision of the Serv ice.
15.12 You are responsible for adv ising BT of any changes to the Customer Equipment or that affect the inv entory l ist
subsequent to the completion of the agreement to assess Customer Equipment. Such changes will be subject
to rev iew by BT and may incur additional Charges.
15.13 You are responsible for all existing cabling and ensuring that additional applications are not in stalled on their
serv ers that are being maintained by BT, unless prev iously agreed by BT.

16 Purchased Equipment
16.1

16.2

General
16.1.1

BT’s written representations as to compatibility and compliance of equipment will apply in relation to
Purchased Equipment for use with the Serv ice.

16.1.2

BT does not make any representations, whether express or implied, with respect to the interoperability
between the Serv ice and any Customer Equipment.

Consumer Regulations
Where you place an Order acting for purposes which are related to your trade, business or profession, it will be
deemed a business to business transaction to which the Consumer Contracts (Information, Cancellation and
Additional Charges) Regulations 2013 do not apply.
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Part C – Service Levels
17 General
17.1

BT will calculate a Serv ice Credit payment in accordance with the prov isions in this Part C which will be paid on
your next applicable inv oice. Such Serv ice Credit payment will be in full and final settlement of BT’s liability for
failure to prov ide or repair Serv ice or for failure to meet the av ailability or performance targets.

17.2

The Serv ice Credit will only apply to the particular type of Serv ice and/or Associated Serv ice and the Site that is
affected and will not apply to other types of Serv ices or Associated Serv ices cov ered by this Contract.

17.3

You will register an Incident with BT (other than for the On time Deliv ery Serv ice Lev el) to enable BT to consider
a claim.

17.4

You may claim a single Serv ice Credit which will be the highest Serv ice Credit applicable to the failure if BT fails
to meet both the Repair Times and Av ailability Targets in accordance with Paragraphs 19 and 20.

17.5

BT will calculate the Serv ice Credit as one third of the applicable quarterly or monthly charge, depending on
the billing option you hav e selected as set out in the Order Form.

18 On Time Delivery
18.1

18.2

On Time Delivery Service Level
18.1.1

BT will deliv er the Serv ice and Associated Serv ices on or before the Customer Committed Date (the “On
Time Delivery Service Level”).

18.1.2

The On Time Deliv ery Serv ice Lev el is only av ailable if you that hav e selected a Prov ision Option of
Project Management with BT Desk Based Project Manager, or Project Management with BT Face to
Face Project Manager.

On Time Delivery Service Credits
18.2.1

You may claim On Time Deliv ery Serv ice Credits by reporting any failure to meet the On Time Deliv ery
Serv ice Lev el to the Serv ice Desk in accordance with Paragraph 8 (Notification of Incidents).

18.2.2

You may claim On Time Deliv ery Serv ice Credits as set out in the table below if BT does not meet the On
Time Deliv ery Serv ice Lev el.
Number of Business Days after Customer Committed Date
Betw een (and including) 1 and 5
For every additional set of 5 (and part thereof)

18.3

Credit
10%
10%

18.2.3

BT will apply the Serv ice Credit to the monthly Recurring Site Charge for the affected Site and not to any
other element of Charges applicable under this Contract. The Serv ice Credit will increase in increment s
of 10% for ev ery additional set of fiv e Business Days that BT is late in deliv ering t he Serv ice and/or
Associated Serv ices after the Customer Committed Date. Such increase will be capped at a maximum
of 50% of the applicable monthly Recurring Site Charge for the affected Site.

18.2.4

If both of us hav e agreed a rev ised Customer Committed Date in writing, or if BT exercises BT’s right to
rev ise the Customer Committed Date as set out in Paragraph 18.3.1, the calculation of any On Time
Deliv ery Serv ice Credits will be made by reference to the rev ised Customer Committed Date.

Exceptions
18.3.1

If you request a change to the Serv ice and/or Associated Serv ice or any part of the Serv ice and/or
Associated Serv ice, including, without limitation, any Purchased Equipment or any IP Address location,
then BT may change the Customer Committed Date to accommodate such change and the On Time
Deliv ery Serv ice Lev el will only apply to the new Customer Committed Date.

18.3.2

The On Time Deliv ery Serv ice Lev el does not apply to upgrades and /or changes to the Serv ices and
Associated Serv ices, unless these require the installation of new components and hav e an agreed
deliv ery date, in which case the Customer Committed Date will be the agreed deliv ery date.

18.3.3

BT may expedite deliv ery of the Serv ice and/or Associated Serv ices either for operational reasons or in
response to your request. This will not affect the original Customer Committed Date and the On Time
Deliv ery Serv ice Lev el will not apply to any expedited date.

18.3.4

Where you do not prov ide the information required by BT, or comply with the prov isioning rules and
timescales prov ided by BT in writing, the On Time Deliv ery Serv ice Lev el will not apply.

19 Repair
19.1

Repair Service Level
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19.2

19.1.1

BT aims to restore the Serv ice and Associated Serv ices within the time specified for the Maintenance
Serv ice option selected from the time that BT prov ides a Trouble Ticket (the “Repair Service Level”).

19.1.2

The Repair Serv ice Lev el is only av ailable if you that hav e selected a Maintenance Serv ice Option of
either Standard Care, Business Care, Enhanced Care or Business Premium Care and an Enhanced Fault
Management Option of Rapid Diagnostics Serv ice or Standard or Enhanced Incident Management.

Repair Service Credits
19.2.1

You may claim Repair Serv ice Credits as set out in the table b elow if BT does not meet the repair times
set out in Paragraph 19.1.1.
Number of working hours beyond repair times
Less than 1
M ore than 1 but less than 2
M ore than 2 but less than 3
M ore than 3

19.2.2
19.3

Credit
1%
2%
3%
4%

BT will apply the Repair Serv ice Credit to one months Site recurring Charge for the affected Site at which
the Failure of Serv ice occurred.

Exceptions
19.3.1 The Repair Serv ice Lev el does not apply in respect of any Failure of Serv ice when a complete chassis
change-ov er is required to restore the Failure of Serv ice.
19.3.2

The Repair Serv ice Lev el does not apply to Sites located outside the UK.

19.3.3

The Repair Serv ice Lev el does not apply in the ev ent of a failure due to your internal wiring.

20 Service Availability
20.1

Service Availability and Restoration Service Level – Tier 1
20.1.1

From the Serv ice Start Date BT will prov ide the Serv ice and Associated Serv ices with the target
av ailabilities set out in the table in Paragraph 20.1.3 below (“Service Availability and Restoration Service
Level – Tier 1“).

20.1.2

The Serv ice Av ailability and Restoration Serv ice Lev el - Tier 1 is only av ailable if you hav e selected a WAN
with a network Serv ice option of VPN from the Network Serv ice Schedule. For each Site, you must have
selected the Business Premium Care Maintenance Serv ice on the primary circuit and the Enhanced
Fault Management option of Rapid Diagnostics Serv ice or Standard or Enhanced Incident
Management.

20.1.3

The following table sets out the av ailability targets which are based on the lev el of resilience that you
hav e selected within the Contract.
WAN Resilience Level

Availability Targets UK

Full Resilience
Secure + Access Circuits
Network and Router Resilience
Dual Primary WAN Link w ith Dual/M ultiple Interconnected Router
Network Resilience Only – Single Router
Single router w ith Secure Access Circuits or
WAN Link w ith ISDN Dial Around / ADSL Back-Up (UK only) or
WAN Link w ith ISDN Back-Up (International Only)
No Resilience
Single WAN Link w ith Single Router

20.2

100%
99.9%
99.8%

99.6%

Tier 1 Availability Service Credits
20.2.1 If BT does not meet the av ailability targets set out in Paragraph 20.1.3 abov e you may claim Tier 1
Av ailability Serv ice Credits as set out in the table below.
Availability Target

Credit

For every 0.1% that BT is below target

1 day

20.2.2

BT will apply the Tier 1 Av ailability Serv ice Credits to the monthly Network Charges for the affected Site
and not to any other element of Charges applicable under this Contract. The Tier 1 Av ailability Serv ice
Credits will increase in increments of one day for ev ery 0.1% that BT is below the av ailability target. Such
increase will be capped at a maximum of 10 days of the applicable monthly Network Charges.

20.2.3

You may only claim against Serv ice Av ailability and Restoration Serv ice Lev el - Tier 1 or Serv ice
Av ailability and Restoration Serv ice Lev el - Tier 2, not both.
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20.2.4

20.3

Exceptions
20.3.1 The Serv ice Av ailability and Restoration Serv ice Lev el – Tier 1 SLA does not apply to the BT Managed
Microsoft UCC Serv ice.
20.3.2

20.4

Av ailability of the Serv ice and Associated Serv ices will be measured as a proportion of time in a calendar
month starting from the first day of the relev ant calendar month. Where a failure occurs at the end of a
calendar month then it will be carried forward to the next calendar month.

The Serv ice Av ailability and Restoration Serv ice Lev el – Tier 1 SLA does not apply in the ev ent of a failure
due to your internal wiring.

Service Availability and Restoration Service Level – Tier 2
20.4.1 From the Serv ice Start Date BT will aim to prov ide the Serv ice and Associated Serv ices with the target
av ailabilities set out in the table in Paragraph 20.4.3 below. (the “Service Availability and Restoration
Service Level – Tier 2”).
20.4.2

The Serv ice Av ailability and Restoration Serv ice Lev el – Tier 2 is av ailable if you hav e selected a WAN,
LAN or IPT serv ice. For each Site, you must hav e selected the Business Premium Care Maintenance
Serv ice on the primary circuit and an Enhanced Fault Management op tion of Rapid Diagnostics Serv ice
or Standard or Enhanced Incident Management.

20.4.3

The following table sets out the av ailability targets which are based on the lev el of resilience that you
hav e selected within the Contract.
Availability Targets %

Description

UK

WAN Solutions
Full Resilience
100
Secure + Access Circuits
Network and Router Resilience
99.9
Dual Primary WAN Link w ith Dual/M ultiple Interconnected Router
Network Resilience Only – Single Router
Single router w ith Secure Access Circuits or WAN Link w ith ISDN Dial
99.8
Around / ADSL Back-Up (UK only) or WAN Link w ith ISDN Back-Up
(International Only)
No Resilience
99.6
Single WAN Link w ith Single Router
LAN Solutions
99.9
Per Site Availability
IP Telephony / Microsoft UCC Solutions
Full Resilience
99.9
Clustered Servers and Campus Resilience
Partial Resilience
99.8
Box Resilience, Dual Processors, Signalling Servers or M irrored Discs
99.5
No Resilience
Managed Security Services
Full Resilience
99.9
Dual Internet Access w ith Dual/M ultiple Interconnected Firew alls
99.5
No Resilience

International Zone
1

2

3

99.9

99.8

99.7

99.8

99.8

99.7

99.7

99.7

99.6

99.5

99.5

99.4

Availability Targets %
Description

WAN
Full Resilience
Secure + Access Circuits
Network and Router Resilience
Dual Primary WAN Link w ith Dual/M ultiple Interconnected Router
Network Resilience Only – Single Router
Single router w ith Secure Access Circuits or WAN Link w ith ISDN Dial
Around / ADSL Back-Up (UK only) or WAN Link w ith ISDN Back-Up
(International Only)
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Availability Targets %
Description

International Zone

UK

No Resilience
Single WAN Link w ith Single Router

99.6

1

2

3

99.5

99.5

99.4

LAN

99.9
IP Telephony / Microsoft UCC Solutions

Per Site Availability

Full Resilience
Clustered Servers and Campus Resilience
Partial Resilience
Box Resilience, Dual Processors, Signalling Servers or M irrored Discs
No Resilience
Managed Security Services
Full Resilience
Dual Internet Access w ith Dual/M ultiple Interconnected Firew alls
No Resilience

99.9
99.8
99.5
99.9
99.5

International Zones
Zone 1
Australia
Austria
Belgium
Canada
Denmark
Finland
France
Germany
Hong Kong
Ireland
Italy

20.5

Japan
Lux embourg
Netherlands
New Zealand
Norw ay
Singapore
Spain
Sw eden
Sw itzerland
Taiw an
USA

Zone 2

Zone 3

China
Indonesia
M alaysia
M exico
Portugal
South Korea
Venezuela

Argentina
Bolivia
Brazil
Bulgaria
Chile
Colombia
Croatia
Cyprus
Czech Republic
Ecuador
Egypt
Estonia
Greece
Guatemala
Hungary
India

Israel
Latvia
Lithuania
M alta
Panama
Peru
Philippines
Poland
Romania
Russia
Slovak Republic
South Africa
Thailand
Turkey
Ukraine

Tier 2 Availability Service Credits
20.5.1

You may claim Tier 2 Av ailability Serv ice Credits as set out in the table below if BT does not meet the
av ailability targets set out in Paragraph 20.4.3 abov e.
Availability Target
For every 0.1% that BT is below target

Credit
10%

20.5.2

BT will apply the Tier 2 Av ailability Serv ice Credit to the monthly Recurring Site Charge for the affected
Site and not to any other element of Charges applicable under this Contract. The Tier 2 Av ailability
Serv ice Credit will increase in increments of 10% for ev ery additional 0.1% that BT is below the av ailability
target. Such increase will be capped at a maximum of 50% of the applicable monthly Recurring Site
Charge.

20.5.3

You will receiv e a single Tier 2 Av ailability Serv ice Credit of ninety days rental for that Secure+ Access
Circuit if you hav e selected a Secure+ Access Circuit and both the primary and secondary access fail
at the same time. The Serv ice Av ailability and Restoration Serv ice Lev el - Tier 2 SLA will not apply if the
prov ision of each access is not possible v ia separate ducts and both the primary and secondary access
fail at the same time.

20.5.4

Tier 2 Av ailability Serv ice Credits will be based on BT’s failure to meet the av ailabilit y targets using the
following formula:
(a)

20.5.5

(1 - (the Outage Time in minutes / (the number of days in the relev ant calendar month * 24* 60) *
100.

Av ailability of the Serv ice and Associated Serv ices will be measured as a proportion of time in a calendar
month starting from the first day of the relev ant calendar month. Where a failure occurs at end of a
calendar month then it will be carried forward to the next calendar month.
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20.6

Exceptions
20.6.1 This Serv ice Av ailability and Restoration Serv ice Lev el – Tier 2 SLA does not apply in the ev ent of a failure
due to your internal wiring.

21 Core Network Performance
21.1

From the Serv ice Start Date BT will aim to prov ide the BT Network with the performance targets set out in the
table in Paragraph 21.4 below (“Core Network Performance Service Level”).

21.2

The Core Network Performance Serv ice Lev el is only av ailable if you that hav e selected a WAN with a network
serv ice option of VPN from the Network Serv ice Schedule. For each Site, you must hav e selected a Serv ice
Maintenance option of Business Premium Care and a Enhanced Fault Management option of Rapid Diagnostics
Serv ice or Standard or Enhanced Incident Management.

21.3

The Core Network Performance Serv ice Lev el cov ers Round Trip Delay, Packet Deliv ery and Jitter.

21.4

BT will aim to meet the following performance targets on the BT Network:
Class of Service
Class
Class
Class
Class
Class
Class
Class

21.5

1 or Expedited Forwarding
1 or Expedited Forwarding
1 or Expedited Forwarding
2 or Assured Forwarding
2 or Assured Forwarding
3 or Default
3 or Default

Performance Type

Performance Target

Round Trip Delay
Packet Delivery
Jitter
Round Trip Delay
Packet Delivery
Round Trip Delay
Packet Delivery

20 ms
99.9%
3.5 ms
23 ms
99.95%
30 ms
99.8%

Core Network Performance Service Credits
21.5.1 You may claim Core Network Performance Serv ice Credits as set out in the table below if BT does not
meet the performance targets set out in Paragraph 21.4 abov e.
Round Trip Delay Exceeded by

Packet Delivery Failed by

Jitter Exceeded by

Credit

Less than or equal to 20%
More than 20%

Less than or equal to 20%
Not applicable

Less than 10%
More than 10%

1 day
2 days

21.5.2

BT will apply the Core Network Performance Serv ice Credit to the monthly Network Charges for the
affected Site and not to any other element of Charges applicable under this Contract. The Core
Network Performance Serv ice Credit will be capped at a maximum of two days of the applicable
monthly network charge.

21.5.3

Performance targets will be measured in a calendar month starting from the first day of the relev ant
calendar month.

22 Service Credit Claims
22.1

You may submit a claim for Serv ice Credits, including details of the reason for the claim, with BT’s customer
serv ice team.

22.2

For On Time Deliv ery Serv ice Credits, you may claim within 60 Business Days of the final agreed Serv ice Start Date
and should cov er all of the affected Sites, as appropriate. For Repair Serv ice Credits, Tier 1 Serv ice Av ailability
and Restoration Serv ice Credits, Tier 2 Serv ice Av ailability and Restoration Serv ice Credits or Core Network
Performance Serv ice Credits, the claim must be made before the end of the next calendar month after the
incident occurred.

22.3

BT will acknowledge the claim within one Business Day of receipt and a response letter will be sent to you within
15 Business Days. You will notify BT in writing within two months from the date of BT’s response if there is a dispute
or query relating to the claim.

22.4

Failure by you to submit a claim in accordance with Paragraph 22.1 will constitute a waiv er of any claim for
Serv ice Credit(s) in that calendar month.

22.5

If BT receiv es a v alid claim for Serv ice Credit(s) in accordance with Paragraph 22.1, BT will pay you the
applicable Serv ice Credit(s) by deducting those Serv ice Credit(s) from your inv oice within two billing cycles of
the claim being receiv ed. Where the Serv ice Credit(s) are due upon expiry or termination of the Contract and
no further inv oices are due to be issued by BT, BT will pay you the Serv ice Credits in a reasonable period of time.

22.6

All Serv ice Lev els and Serv ice Credits will be calculated in accordance with information recorded by, or on
behalf of, BT.

23 Exclusions
23.1

The Serv ice Lev els under this Schedule will not apply:
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23.1.1

during any trial period of the Serv ice;

23.1.2

to failures due to any Force Majeure Ev ent;

23.1.3

to any Incident not reported in accordance with Paragraph 8;

23.1.4

if you hav e not complied with the Contract, in particular failed to observ e any of your obligations under
this Contract;

23.1.5

to any Failure of Serv ice which does not last for a continuous period of three minutes;

23.1.6

to any Site where all of the Serv ices hav e not been prov ided in full or where the Serv ice has not been
prov ided as described in the Serv ice definition;

23.1.7

to any incident caused by your failure to comply with any reasonable instruction from BT;

23.1.8

to any failures due to Interference caused by a Third Party;

23.1.9

to any incident that is due to a Incident on the Customer Network, any unauthorised activ ity or access
taken by you;

23.1.10 to any Incident caused by equipment not prov ided by BT with the exception of equipment that is being
maintained by BT under this Contract;
23.1.11 to any incident that has not been confirmed by a Trouble Ticket prov ided by BT;
23.1.12 to any Outage time as a result of serv ice being suspended in the ev ent of an emergency and/or to
safeguard the integrity and security of the BT network and/or repair or enhance performanc e of the
network as part of Planned Maintenance;
23.1.13 to any Incident that is found to hav e the same root cause as a prev ious Incident will be classed as the
same Incident;
23.1.14 during re-prov isioning or changes to an existing Serv ice;
23.1.15 to a Site that is outside the UK unless specifically stated in this Contract;
23.1.16 to Incidents which are circumv ented by means of ISDN Dial Around, ISDN Dial Back-Up,resilience for IP
Telephony or Managed Security Serv ice ADSL Backup;
23.1.17 to Incidents which occur on ISDN Dial Around, ISDN Dial Back-Up Lines, ADSL Backup during periods
when the circuit primarily used to prov ide the Serv ice is fully functional;
23.1.18 to any ISDN, Business Highway, ADSL and Broadband based Serv ices;
23.1.19 during the rollout of security tokens;
23.1.20 to any Incident that occurs on an IP Telephony handset;
23.1.21 to any Failure of Serv ice, Incident or incident due to CPE which is declared end of life by the origina l
equipment manufacturer and is no longer maintained or supported by the original equipment
manufacturer; and
23.1.22 to any failure by BT to meet the Serv ice Lev els is not in itself a material breach of the Contract.
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Part D – Defined Terms
24 Defined Terms
In addition to the defined terms in the General Terms, capitalised terms in this Schedule will hav e the followin g
meanings (and in the case of conflict between these defined terms and the defined terms in the General Terms,
these defined terms will take precedence for the purposes of this Schedule):
“Access Line” means a Circuit connecting a Site to the BT Network.
“ADSL” means asymmetric digital subscriber line.
“Application” means your application to the Company to enter into a Hire Agreement, such application
consisting of a form of Hire Agreement completed and signed by or on your behalf, which is to be submitted to
the Company by BT on your behalf.
“Associated Services” means the applications, equipment, WAN, LAN, IPT and security serv ices, as set out in the
product Schedules.
“Authorised User” has the meaning giv en in Paragraph 7.2.14.
“Availability” means the period of time when the Serv ice is working.
“Branch Site” means a remote Site where end Users are located, connected v ia a WAN to enable access to the
master application/data serv ers. Local serv ers may exist at these locations for local-only serv ices.
“BT Adjusted Customer Required by Date” has the meaning giv en in Paragraph 6.4.1.
“BT Desk Based Project Manager” has the meaning giv en in Paragraph 2.1.4(b).
“BT Employees” means any person employed by BT, as well as any agents, subcontractors or others acting on
behalf of, who carries out work under or in connection with this Contract.
“BT Exchange” means the telephone exchanges owned and operated by BT.
“BT Face to Face Project Manager” has the meaning giv en in Paragraph 2.1.4(b).
“BT Project Director” has the meaning giv en in Paragraph 2.1.4(b).
“Business Day” means Mondays through Fridays, inclusiv e, but does not include national, public, or bank
holidays in the country or locality where the relev ant action is to be taken. If the day on or by which anything is
to be performed is not a Business Day, it must be done on or by the next Business Day.
“Business Hours” means between the hours of 0800 and 1700.
“CDM” has the meaning giv en in Paragraph 2.7.4(a).
“Circuit” means the complete path between two terminals ov er which one-way or two-way communications
may be prov ided.
“Company” means a finance house or other third party to whom you apply for facilities to be prov ided to you
under a Hire Agreement. The Company will not act on BT’s behalf of or as BT’s agent. The Company is not
authorised to make any statements in connection with this Contract.
“Configuration File” means your record of security requirements in accordance with which the security facilities
av ailable as part of the Serv ice will be configured.
“Content” means information made av ailable, displayed or transmitted in connection with a Serv ice (including,
without limitation, information made av ailable by means of an HTML “hyperlink”, third party posting or simila r
means) including all trademarks, serv ice marks and domain names contained in such information, as well as the
contents of any bulletin boards or chat forums, and all upgrades, updates, modifications and other v ersions of
any of the foregoing.
“Contract Development Manager” has the meaning giv en in Paragraph 2.7.4.
“Core Network Performance Service Credits” means the serv ice credits set out in Paragraph 21.5.
“Core Network Performance Service Level” has the meaning giv en in Paragraph 21.1.
“CPE” means Customer Premises Equipment which is any equipment (including Software embedded in or run
on such equipment), whether BT Equipment, Purchased Equipment, Supplied Equipment or equipment owned
by you, which is prov ided, maintained or managed by BT as part of the Serv ice and which is located at a Site,
access to which can be granted by you to BT.
“CSV” has the meaning giv en in Paragraph 2.5.8(c)(i).
“Customer Committed Date” has the meaning giv en in Paragraph 6.1.5.
“Customer Contact” has the meaning giv en in Paragraph 7.1.1.
“Customer Equipment” means any equipment including any Purchased Equipment and any software, other
than BT’s Equipment, used by you in connection with a Serv ice.
“Customer Information” means information, v ideo, graphics, sound, music, photographs, Software and any
other materials (in whatev er form) published or otherwise made av ailable (directly or indirectly) by or on your
behalf by using the Serv ice.
“Customer Network” means your priv ate telecommunications network comprising any WAN, LAN, Managed
Security Serv ices and/or IPT Serv ices, as appropriate and as configured so that traffic can be deliv ered ov er the
BT Network.
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“Decommissioning Charges” means the charge payable by you for decommissioning the Serv ice a t a Site on
termination of the Serv ice.
“Desk Based Service Manager” has the meaning giv en in Paragraph 2.7.2.
“Domain Name” means a readable name on an Internet page that is linked to a numeric IP Address.
“DSL” means Digital Subscriber Line.
“Effective Date” means the date BT communicates BT’s acceptance of your Order (replaces the Effectiv e Date
definition in the General Terms).
“Enabling Service” means an associated serv ice that will connect to the Serv ice and are necessary for the
Serv ice to function. You will ensure that the Enabling Serv ice(s) meet the minimum technical requirements that
BT specifies.
“ESD” has the meaning giv en in Paragraph 2.2.2(a).
“External Service Provider” means a third party prov iding serv ices to you under a separate contract.
“Failure of Service” means a total and continuous loss of Serv ice that cannot be circumv ented.
“Fault” means an ev ent which is not part of the standard operation of the third party serv ice and which causes
an interruption to or reduction in the quality of a particular element of the th ird party serv ice.
“Firewall” means a hardware dev ice together with any associated Software, designed to prev ent unauthorised
access to your LAN.
“Hire Agreement” means any agreement relating to Supplied Equipment between you and the Company for
hire, lease, rental, hire purchase, lease purchase, conditional sale or any facilities or arrangement similar to any
of them.
“Host Site” means a Site where your master application/data serv ers are located. End User traffic is mainly
destined for serv ices located at this location. It is possible for your end Users to be located at a Host Site.
“Incident” means an ev ent which is not part of the standard operation of the Serv ice (including Purchased
Equipment, if any) and which causes an interruption to or a reduction in the quality of a particular element of
the Serv ice.
“Installation Charges” means those Charges set out in the Order in relation to installation of the Serv ice and/or
any Purchased Equipment, Customer Equipment and/or BT’s Equipment as applicable.
“Integrated Services Digital Network” or “ISDN” means a set of communication standards for simultaneous digital
transmission of v oice, v ideo, data, and other network serv ices ov er the traditional circuits of the Public Switched
Telephone Network.
“Internet” means a global system of interconnected networks that use a standard Internet Protocol to lin k
dev ices worldwide.
“Internet Protocol” or “IP” means a communications protocol for dev ices connected to the Internet, specifyin g
the format for addresses and units of transmitted data.
“IPS” has the meaning giv en in Paragraph 2.8.9.
“IP Telephony” or “IPT” means Internet Protocol Telephony.
“Internet Registration Authority” means an internationally recognised organisation that logs the registered
owners of Domain Names and manages Domain Name registries for the country or international communit y
that it represents.
“IP Address” means a unique number on the Internet of a network card or controller that identifies a dev ice and
is v isible by all other dev ices on the Internet.
“Jitter” is an indicator of the v ariation in the time between packets arriv ing at a Site.
“Line” means a telecommunications circuit of the type and configuration specified by BT and prov ided or
managed by BT under this Contract, forming part of the Customer Network and connecting a Site to the BT
Network.
“Local Area Network” or “LAN” means the infrastructure that enables the ability to transfer IP serv ices within Sites
(including data, v oice and v ideo conferencing serv ices).
“Local Contracted Business Hours” means the times during which Maintenance Serv ice of any Access Line is
prov ided, which will be Business Hours unless specified otherwise.
“Main Customer” means the Customer who instructs BT to prov ide the Sharing Customer(s) with a connection to
the Customer’s Access Line. This Access Line will be kept separate by BT from other connections up to the Serv ice
Interface.
“Maintenance Service” means either, in relation to Sites in the UK, Standard Care, Business Care or Business
Premium Care, as appropriate, or, in relation to Sites outside the UK, an Incident repair serv ice operating during
the normal Business Hours on normal Business Days applicable to the Site in question, as specified by BT from time
to time.
“Metallic Pair” means a BT circuit comprising a pair of twisted metal wires which allows electrical signals to be
conv eyed.
“Minimum Period of Service” means a period of 12, 36 or 60 consecutiv e months beginning on the Serv ice Start
Date, unless otherwise set out in an Order.
“Monthly Charges” means the monthly Recurring Charges for the Serv ice and the sum of the Usage Charges for
the three full prev ious months div ided by three.
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“MSS CPE” has the meaning giv en in Paragraph 2.3.10(a).
“NAS” has the meaning giv en in Paragraph 2.5.10(b).
“Network Terminating Equipment” or “NTE” means BT’s Equipment used to prov ide the Serv ice, either at the point
of connection between the BT Network and the Access Line, or prov ided at the Site(s) for connection to the
Network Terminating Unit.
“Network Terminating Unit” or “NTU” means the wall socket where your wiring, equipment or existing qualifyin g
data serv ice is connected to the Access Line.
“Notice of Non-Renewal” has the meaning giv en in Paragraph 5.2.1.
“On Time Delivery Service Credits” means the serv ice credits set out in Paragraph 18.2.
“On Time Delivery Service Level” has the meaning giv en in Paragraph 18.1.1.
“Outage Time” means the period from when BT has registered the Incident and prov ided a Trouble Ticket to you
to when BT has logged the Incident as cleared.
“Packet Delivery” is an indicator of network loading, packet loss influences delay and network performance.
“PAYG” has the meaning giv en in Paragraph 2.5.5(e)(ii).
“PBX” has the meaning giv en in Paragraph 2.6.2(c).
“Planned Maintenance” means any Maintenance BT has planned to do in adv ance.
“PoP” means a point of presence where a point of connectiv ity occurs within the BT Network.
“PSTN” means Public Switched Telephone Network, which is the concentration of the world’s public Circuit
switched telephone networks.
“Qualifying Criteria” means the requirements defined by BT that must be met by you before the Serv ice Start
Date to enable BT to prov ide the Serv ice. The qualifying criteria will include details such as an inv entory for third
party serv ices, External Serv ice Prov ider details, and confirmation of the contract which includes the third party
serv ices.
“Recurring Charges” means the Charges for the Serv ice or applicable part of the Serv ice that are inv oiced
repeatedly in ev ery payment period (e.g. ev ery month), as set out in the Order.
“Renewal Period” means the initial period of 12 consecutiv e months following the Minimum Period of Serv ice,
and each subsequent period of 12 consecutiv e months.
“Repair Service Credits” means the serv ice credits set out in Paragraph 19.2.
“Repair Service Level” has the meaning giv en in Paragraph 19.1.1.
“Resilient Service” means a Serv ice or part of a Serv ice, as set out in the Order, where you hav e purchased:
(a)
(b)
(c)

Two or more Access Lines prov iding a resilient serv ice;
BT’s Equipment and/or Purchased Equipment; and
Maintenance Serv ice 24 hours a day, sev en days a week, including public holidays.

“Round Trip Delay” means an indicator of network delay performance.
“Scope of Service” means the serv ice details defined by BT that will include details such as what the serv ice
cov ers, exclusions and each party’s responsibilities.
“Secure Access Circuit” means two access circuits deliv ered to Site v ia div erse routing with a single CPE
terminating the circuit. If one of the circuits fail then the Serv ice will route v ia the remaining circuit. It the CPE or
PoP fails then the Serv ice will be lost.
“Secure+ Access Circuit” means two access circuits deliv ered to Site v ia div erse routing with two pieces of CPE
that terminate the circuits. Where possible, each access circuit is prov ided v ia a separate duct. Depending on
the Site location, the CPE may be interconnected so that if a single circuit or a single piece of CPE fails then the
Serv ice will remain av ailable. Loss of Serv ice will only occur in the ev ent that either both circuits or both pieces
of CPE simultaneously fail.
“Service” has the meaning giv en in Paragraph 1.
“Service Availability and Restoration Service Level – Tier 1” has the meaning giv en in Paragraph 20.1.1.
“Service Availability and Restoration Service Level – Tier 2” has the meaning giv en in Paragraph 20.4.1.
“Service Credit” means each of the On Time Deliv ery Serv ice Credits, the Repair Serv ice Credits, the Core
Network Performance Serv ice Credits, the Serv ice Av ailability and Restoration Serv ice Credits – Tier 1 and the
Serv ice Av ailability and Restoration Serv ice Credits – Tier 2.
“Service Desk” has the meaning giv en in Paragraph 6.1.1.
“Service Level” means each of the On Time Deliv ery Serv ice Lev el, the Repair Serv ice Lev el, the Core Network
Performance Serv ice Lev el, the Serv ice Av ailability and Restoration Serv ice Lev el – Tier 1 and the Serv ice
Av ailability and Restoration Serv ice Lev el – Tier 2.
“Service Management Boundary” has the meaning giv en in Paragraph 3 and the applicable product schedule.
“Service Manager” has the meaning giv en in Paragraph 2.7.1.
“Service Start Date” means, for each Serv ice, the date on which that Serv ice is first made av ailable to the
Customer unless or to the extent set out otherwise in a Schedule or Order. Where the Serv ice includes network
prov ision this date will be within 10 calendar days of the date the network circuit is installed at a Site.
“Sharing Customer” means the Main Customer’s customer who requests and is permitted access from its VPN to
the Main Access Line(s).
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“Site” means a location at which the Serv ice is prov ided.
“SM” has the meaning giv en in Paragraph 2.7.1(a).
“SSRs” has the meaning giv en in Paragraph 2.5.5(a).
“Stack” means a collection of components or serv ices that are used to prov ide a software solution or
application.
“Supplied Equipment” means each item including any related Software identified in this Contract as Supplied
Equipment and prov ided by BT under this Contract for the purposes of a Hire Agreement. Supplied Equipment
is only av ailable within the UK.
“Termination Charges” means those Charges incurred in accordance with Paragraph 11.
“Third Party” means any person other than you.
“Third Party Service(s)” means a serv ice prov ided by an External Serv ice Prov ider or another part of BT under a
separate contract.
“Tier 1 Service Availability Service Credit” means the serv ice credits set out in Paragraph 20.2.
“Tier 2 Service Availability Service Credit” means the serv ice credits set out in Paragraph 20.5.
“Timescale Charges” means where you request work to be carried out on site where no standard prices exist for
this work or the work is to be carried out outside the normal Business Day or ea rlier than within BT’s standard
timescales or in relation to repairing Incidents where the work is not cov ered under the terms of a serv ice
contract with BT.
“Toll Fraud” means any technique that allows a third party to make fraudulent calls by exploiting configuration
weaknesses in telephony systems.
“Trouble Ticket” has the meaning giv en in Paragraph 8.1.2.
“Uniform Resource Locator” or “URL” means a character string that points to a resource on an intranet or the
Internet.
“Usage Charges” means the Charges for the Serv ice or applicable part of the Serv ice which are calculated by
multiplying the v olume of units used or incurred by you in a period (e.g. number of agents using the Serv ice, or
the number of minutes the Serv ice was used for) with a unit charge which is specified in the Order.
”User” means any person who is permitted by you to use or access the Serv ice.
“Virtual Private Network” or “VPN” means a network that appears priv ate to your Users while being prov ided
ov er network infrastructure that is shared with other customers.
“Virus” means a piece of program code, including a self-replicating element, usually (but not necessarily)
disguised as something else that causes some unexpected and, for the v ictim, usually undesirable ev ent and
which is designed so that it may infect other computer systems.
“WAN” means Wide Area Netw ork, the infrastructure that enables the transmission of data between Sites.
“Year” means a full calendar year of 8760 hours which starts on the Serv ice Start Date of each Site and ends 365
days later; thereafter the Year will be the most recent twelv e Months in which Serv ice is prov ided.
“WEEE” has the meaning giv en in Paragraph 15.1.
“WEEE Directive” has the meaning giv en in Paragraph 15.1.
“3G/GPRS Customer Service Manager” has the meaning giv en in Paragraph 2.7.3.
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