Our Customer Terms

National Telefon



Contents

Version History

GENETal TEIMS & CONTITIONS ..vvvviiiiiiiiiiiiiiiiiiitt bt s e e e e e e s e e e e e nesaaasasenanns
1. OUr CoNTract With YOU ...cceiiiiiiiiiiiiiiiiii ettt eneneneaes 7
2 Y=Y oV Tol= T B =Tl o) o I 7
3 Charges and PaymMeNTS.....ccuuu it e e et e e e et e e e et e e e et e e e et e e eeaaaaas 7
4 (G I PP PP PPPPOPPPOPPPRPPPRPPIR 8
5 Amendments to Terms and CoNitiONS ........uueeueererereeerereeieeerireierererererererererereeereeeeneeneaaee 8
6. Credit CheCK. ...ttt 8
7 TraNSTEr Of SEIVICES ...vtiiiiiie ettt e e e e e eeeeeeas 9
8 Limit ON LIability ..cceeeeee et e e et ear e aaas 9
9 Termination Of ABrEEMENT.......uuuii e et e e et e e e e e e eab e e e e e e e eeeesaanans 9
10. Ta] o710 T 1A To 1SR 10
11. FAYSI¥=4 0] 0 2T=T o) PSP 10
12. Warranty Of AULNOTILY.......couii e eaaans 10
13. (O T8 g o [UTT o100 =] o | SR PP OPR PPN 10
14. Installation and Connection of EQUIPMENT.........uii i 11
15. Lost, Stolen and Damaged EqQUIPMENt........oiiiiii i 11
16. MiISCEITANEOUS ... 11
17. AUthOrised REPIrESENTAtIVE......ceeviiiiiiie et e et e e e e e e ettt e e e e e e eaabaeeeeeeeeeranes 12
18. PErSONAl GUANANTEE ...ttt s 12

Regulatory ComplianCe State@mMENT .....ccouu it e et e e e et e e e e et e e e e et e e e et e e eeraans 13
1. (CTT o 1-T | D PP PP PPPPPPPPPPPPPPPPPPRY 13
2 CommMUNICAtioN Of OFf@r ... e ee e e e e 13
3 SUMMANY Of Off ... et e et e e e e e eaaaans 13
4 FANe 1YY o A 1Yo Y-S PSPPI 14
5 Y]] [T g Tl T [ot v Lol YU PPPPTPR 14
6. CONEFACES it e e e e 14
7 CUSTOMBT SEIVICR. ... ieieii ettt et e et e et e e s e e r e e e rena e enenaaes 14
8 21111 =2 15
9 V ITYING CNArgES. .. ceiit ettt e e e et e e e et e e e e et e e e e et e e e e eaaa e e eananns 15
10. o Va0 0 1<Y o L A @] o] 1 o] o I TP PRUPPT 15
11. DIr@CE DEDITS ...ttt s 15
12. Credit & Debt ManagemeENt .........ccuuiiiiie et e e e e e e et e e e e e e e eaa e e e eaaaens 16
13. Responsible provision of Telecommunications Products ...........cccoeeviiiiiiiiiiiiiiiieeeciiees 16
14, Credit ManagemMENT PrOCESS. ......civviiiiiieieeeeeeeeeiee e e e e e e e ettt ees e e e e e e e eraat e e eeeseeaassaaaaaeeaaaens 16

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 2



15.
16.
17.
18.
19.

Privacy Policy

1

2
3
4
5
6.
7
8
9

10.
11.
Complaint Handling Policy

1

2
3
4
5
6.
7
8
9

10.
11.

Customer Service Guarantee

o v~ W N

Fair Credit Management PrOCESSES. . ... iiiiii e eeiieeeeetieeeeitee e e et e e e e et e e e e et e e e st e eaeasanaaes 16

(0o Y oY= T = U o] o] 1] 3T 17
SalE Of OUI BUSINESS ...ttt ettt e et eeeeeeeeeeeenees 17
Change of Wholesale SUPPIIET ........uuiuiiiie e e e et eeaeaees 17
Complaint HaNAIING ...couee e et e et e e e e e e e aaaans 18

YOUP INFOMMATION c.ceiiiiiiiiiiiiiiii et 19
Credit RePOIrtiNg POliy.....ccviee i e e e e et e eeeaaaes 19
The kinds of information we collect and hold .............uuuuiiiii e 19
How we collect YOUr INformation...........ceueiiiiiiiiiee e 19
How we hold YOUur INformation..............ueeeeeeeeiii s 19
How we use YOur INfOrmation ...........ceiiiiiiiiiiiiiiiee e 20
How we use Your Information for Direct Marketing..........ccooeeiiiiiiiiiiii e, 20
When we disclose Your INformation ............eeeeiiiiiiiiiiiiiiieee e 20
We may also disclose Your Information.............c.oeeiiiiiii i 20
How to access or correct your personal information or make a privacy complaint............ 21
AbOUL this STatEMENT......iiiiiiiiiiiiiiiiii s 21

INEFOAUCTION ...ttt s 22
Who can make @ ComMPlaint........ouuuiiiiiiiiiieeecir et e e e e et e e e e e e enanes 22
(o T 1T - W g = ] YRR 22
How we will handle CompPlaints .........cooeiiiiiiiiii i e 22
How to take your complaint to senior team members ..........cceveiiiiiiiiiiiiiiie e, 23
MaKing COMPIAINTS L.vuueieieieeeece e e e et e e e e e e e e a e e e e e e e e eaara e eas 23
Monitoring the progress of your complaint............ccoiiiiiiiiiiiii e 24
ProPOSEA RESOIULION. ...ttt s 24
| CeTol o) el o F= T = RN 24
Taking appeals to external 0rganisSations..........ccevvviuiiiieieeeieeieieee e e e e eaa s 24
Frivolous or vexatious COmMPIaintS........ceviiuiiiiiiiie e e e et eeeaaa e 24

What types of services are covered by the CSG standard?...........ccccoovvieiiiiiiiiiiiiien e, 25
What types of services are not covered by the CSG Standard?.............ccevvviiiiiiieneeeennnnne. 25
When does the CSG Standard NOt apply? ..c.ee e e 25
The guaranteed connection time frames as set out in the CSG Standard. ............cc.uu.e..... 26
Customer Service Locations (definitions)...........ueeeeeiiiiiiiiiiiiie e e 27
The guaranteed maximum fault repair periods specified by the CSG Standard.................. 27

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 3



7.
8.
9.

Finandal Hardship Policy

1
2
3
4.
5
6
7

8.

Intemet Acceptable Use Policy

L 00 N O U W N PE

I e S S g e
o ok W N = O

17.

Fair Use Policy

1.

2.
Porting
1.

2.

7AYo oL 1 o) 18 1 = o 1 3P 27
N o 11T Y T o= U LR 28
HOW MUCH O WEB PAY?...ciiiiiiiiii ettt e ettt e e e et e e et e e e et e e e eabaeeeeananas 28

Finandal hardShip..........oouuiiiiii e et e e e 29
Our financial hardship POLICY .......oevviiiiiii e e eeaees 29
DT NITION ...ttt s 29
Information thatis available.............eoiiiiiiii 29
1= 1101 <2 29
Assessment and evidence of financial hardship...........veeiiiiiiiiiiiiii e, 29
Assistance from financial CoUNSEIIOrS..........uuuuueuieiiiiiiiiii s 30
Establishment of finandal hardship ..........ccoeiiiiiiiiii e 30

P U DOSE ittt ettt et et et a e e e et e et e e e et e e aaaas 32
FiY o] o] ITor: 1 1 oY o R PR 32
LT oo ] ] o F ol U L= = U 32
R3] o = 1 1 1 33
COdES Of PraCtiCe...ceiieeieiiiiiieeeee ettt e e e e e et e e e e e e e e s e eeeeeeeeas 33
SUSPENSION OF TEIMINATION. ...u i e e e e e et e e et e e e e e eannaees 33
20T [0 e g Y=Y o o o H U 33
Your SPam Obligations.........cii i e aaans 33
EXCESSIVE USE ...oiiiiiiiiiiiiiiicciiiiii 34
I Tol U1 1 N 34
(00T o1V =4 ] SRRt 34
{070 01 (=1 o | R PP 34
REGUIGLOIY AULNOITTIES .. vttt s 35
Complaints @aboUL CONEENT.......ciiiiiiieeeie e e e e e e e e e e e eaaans 35
Complaints @DOUT SPAM ..cuuee e 35
SUSPENSION OF TEIMINATION. ..uu ittt e e e e et e e e e e e e e e aaaeees 35
(08 T o T LSRRt 36

UNFEASONADIE USE .eveneiiii ettt e et e e et e e e e et e e e e et e e e eabeeeeraneaees 37
(@ LUl 2= ] £ UT 37
Local Number POrtability (LNP)......ccooiieeiiiieee e e e 38
LNP EMEIZENCY RETUIN ceutiiiiiie ittt st st s e e et e et e e et s eeaseeaneeanneennns 38

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 4



3.
4.

Product Terms & Conditions

1

2
3
4
5
6.
7
8
9

10.
11.
12.
13.

Number Porting ReSponsibilitis..........coeevuiiiiiiiie e 39

J UL aToY (13- 110 ) o PP 39

REDIT PSTIN/ISDN ..ttt ettt ettt ettt e it e e sttt e sttt e e e e it e e e s sntbeeesaaabeeeens 41
Optus Evolve Voice, Evolve Directline, Multiline & AAPTISDN .......cccevvveeeiiiiieeeeeiie e, 50
Inbound 13, 18, 1300, 1800 .......uuuuuuuuuniiuiiii e e e s e e e e e e e e e e e e e e e e e e eeaeaeaeaens 53
S e 54
NBIN VOICE ...ttt et e et e et e eaa s 56
CloudOffice = ClOUAPBX .....cciiiiiiiiie ettt 58
CloudOffice = Virtual Maching.........ooiiiiiiiiiiie e e e 60
Data Services —INBN ... et e et e e e e en e 61
Data ServiCeS —ADSL.....oiiiiiiiiiiiii e 65
Data SEIVICES — IPVPIN/IVIPLS ...t e et e e et e e e e e e e eeaaeeaes 68
Managed Data NETWOIKS........uuuuiiiie e e e e e e e e e e et e e e e e e e e arb e e eeeeeeessaaaaanes 74
Data Services —Symmetrical Internet SErviCeS........ouuuiiiiiiiiii i, 80
Mobile or Mobile Broadband ............ceieiiiiiiiiiiiiiieiee e 83

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 5



Version History

Version | Modification When Who
0.1 Initial Document Development 25/08/2015 SC
0.2 Product Terms & Conditions 19/10/2015 SP
0.3 Finalisation of all Policies 27/10/2015 SP
0.4 Internal Review 23/11/2015 SP
0.5 Release of Draft (Priorto Legal Review) 09/12/2015 SP,SC
1.0 Final Version forRelease 16/12/2015 SP
1.1 Minor Updates 19/01/2016 SP
1.2 Final Review for Release 22/02/2016 SP
1.3 Updatesto Our CustomerTerms 13/07/2016 SP
1.4 Review Updatesto Our CustomerTerms and | 30/11/2017 SP, QD
release
1.5 Our CustomerTerms Policies Update 10/09/2018 QD

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au

Our Customer Terms | Version 1.5

Page | 6




General Terms & Conditions

National Telefonix Pty Ltd (ABN: 35 070 158 553) (“Us”) will supply you with telecommunications services
("Services")onthe termsand conditions set out below. Words notdefinedin these terms and conditions have
the same meaningasin the Telecommunications Act 1997 (Cth) (“Telecommunications Act”).

1. Our Contract with You

1.1. Asacustomerofours, these terms and conditions form the basis of our contract with you (“Contract”).

1.2. The Contract with you also includes your application/order form(s) orvoice recording, which you
complete and provide to us. We may accept and rely on a facsimile, email or scanned copy of the
applicationororderformas if it was an original. You will be bound by afacsimile, email orscanned copy
of the applicationororderformas if it was an original.

1.3. The Contract withyoualso includes ourcurrently applicable price list. The price list may change from
time to time, but we will notify you of any changes when they happen or priorto any such changes being
effected. Copies of the price list are available from us, upon request.

1.4. The Contract is formed onthe date on which we notify you of our acceptance of your application oryou
issue the firstorderform.

2. Service Description

2.1. Serviceswill be suppliedtoyouthroughthe carriers or networks (“Carriers”) that we nominate in writing
fromtime to time. You agree that we:

2.1.1. May need to change Carriers to continue to deliver Services toyou. We will notify you of such
change, includingwho the new Carrierwill be, in writing, prior to any change being effected.

2.1.2. Have yourexpress authorisation to notify any relevant Carrierinrespect of,, and to effect, any such
change.

2.2. We do not warrant that we will be able to supply Servicesand we are notliable forany failure to provide
all or part of any of the Services, but, to the extentand to the standard that Carriers provide Services to
us, those Services will be provided by us to you. When your connectionis disrupted, we willdo our best
to reinstate our Services toyou as soon as we can.

2.3. Whenusingthe Services, you agree to:

2.3.1. to comply with all statutes, regulations, by-laws or licence conditions of any government body; and

2.3.2. to not breach any person’srights or otherwise cause us or a Carrierloss, liability orexpense; and

2.3.3. that our obligations to provide the Services ceases when we transferyouraccount to another
supplierand the othersuppliertakes overfull billing of those Services.

3. Charges and Payments

3.1. You agree duringthe term of the Contract:
3.1.1.to be charged forthe Services we provide to you, regardless of whetheritis youwho uses them, at
our current prices;
3.1.2. if our charges are expressed as being exclusive of any taxes, that we can pass on to you the full
amount of any taxes payable onthe charges; and
3.1.3. to pay accounts forall of those charges (including any applicable taxes) by the date specified in the
account (“Due Date”).

3.2. Ifyou dispute ingood faith an amountin the account, you must notify usin writing within seven days
setting outreasons forthe dispute and the amountin dispute. Notwithstanding any dispute as to any
amount of any charge, you must pay the whole amount of each account by the Due Date.

3.3. Ifyou do not pay the whole amount of youraccount by the Due Date, then we may charge a late
paymentfee of ontoyourinvoice and suspend all or part of your Services pending payment of
outstandingamounts on the account. Nothingin this clause affects ourrights to terminate the Contract
underclause 9.

3.4. If you do not pay the account by the Due Date, we alsoreserve the right (at our discretion) to adjust the

prices you pay for the Services.
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3.5. Ifyou directus to transferany of the Servicestoanothersupplier, you will pay to us on receiptof an
account underour normal paymentterms:
3.5.1. all of our accounts up until the time we stop providing the Services; and
3.5.2. all other proper charges that we become aware of afterthe date of cessation of Services thatrelate
to the Serviceswe provided toyou; and
3.5.3. any early termination charges or fees associated with the cancellation of yourservice.
3.6. Paymentsare collected by ourauthorised billingand payments provider Telecom Billing (ABN: 42 144
043 863) (orsuch otherauthorised billingand payments provider advised by us to you from time to time)
acting as authorised agentsfor us.

GST

4.1. Inthisclause, anexpression definedinthe A New Tax System (Goods and Services Tax) Act 1999 (Cth)
(“GST Act”) has the same meaning.

4.2. Our pricesare takento be GST inclusive unlessthey are expressed to be ‘GST exclusive’, ‘exclusive of
GST’, ‘“+ GST or similar.

4.3. Where anyamount is GST inclusive, itis the gross amount, inclusive of any GST payable in respect of any
taxable supply for which thatamountis paid. Otherwise:

4.3.1.The consideration payable by you represents the value of any taxable supply for which payment is
to be made.

4.3.2.1f we make a taxable supply foraconsideration, which representsits value, then you must pay
immediately the amount of any GST payable in respect of the taxable supply.

4.4. Ifthese termsrequire youto pay, reimburse or contribute to anamount paid or payable by usin respect
of an acquisition of ataxable supply from athird party, the amount you must pay, reimburse or
contribute will be the value of the acquisition by us less any input tax credit to which we are entitled
plus, if our recovery from you is a taxable supply, any GST payable underthis clause.

4.5. We mayrecoverany GST payable underthis clause inthe same manneras our charges.

4.6. If the GST rate ischanged per the GST Act, our rates to you will reflect the changesin GST.

Amendments to Terms and Conditions

5.1. Withoutlimiting clause 3.1, we may vary, alter, replace orrevoke any of these terms and conditions
effectiveupon the expiry of 14 days written notice from us. We may interpret your ongoing use of the
Services afterthat date as constituting youracceptance of the variation, alteration, replacement or
revocation.

Credit Check

6.1. Priorto our acceptance of yourapplication, you have provided to us all information relevantto our
assessmentof your creditrating. You have consented to the following:

6.1.1.us obtaining fromacredit reporting agency a credit report containing personal information about
you;

6.1.2. us givingto, and seeking from, any credit providernamedin acreditreport or in yourapplication,
informationinrelation toyourcreditratingincluding without limitation any information about your
creditworthiness, credit history or credit capacity that credit providers are allowed to give or
receive from othercredit providers underthe Privacy Act 1988 (Cth) (“Privacy Act”);

6.1.3. us makingindependent enquiries of third parties concerning yourfinancial standing and for this
purpose you have authorised and permitted such third parties to supply suchinformation regardless
of any confidentiality or privilege which applies to the information sought; and

6.1.4. us providinganyinformation we obtain about youto the relevant Carrier.

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 8



7. Transfer of Services

7.1. Whenyoutransferany services (“Transferred Services”) from a Carrier, a telecommunications service
providerorequipment supplierwho supplies telecommunications services orequipment to you at the
time of our acceptance of the application (“Current Supplier”) to us, you authorise us to sign on your
behalfandinyour name any formsrequired by the Current Suppliertotransferthe Transferred Services
as we direct.

7.2. You agree to immediately pay tothe Current Supplierany amounts owing forthe Transferred Servicesup
to the date of the transfer.

8. Limit on Liability

8.1. We donot exclude orlimit:

8.1.1. the application of any provision of any statute (including the Competition and Consumer Act 2010
(Cth), the Privacy Act 1988 or the Telecommunications Act 1997 where to do so would contravene
that statute or cause any part of this clause 8to be void; or

8.1.2. directlosses and damages which arise only as a result of our gross negligence (which means where
we commitan act or allow an omissionto occur in reckless disregard of the consequences of the act
or omission).

8.2. Exceptwhere clause 8.1 applies, we excludeall statutory liability, tortuous liability (including but not
limited to liabilityin negligence), conditions and warranties implied by custom, the general law or
statute, liability forall direct, economic, consequential orindirectlosses, expenses, damages and costs
incurred by you, arising out of or relating to the Services, any failure to supply ordelay in supplying the
Services, any delayinthe connection orfailure in the operation of the Services or out of or relatingto the
Contract.

8.3. Including, butnotlimitedto, liability for gross negligence and except to the extent of clause 8.1.1 we are
not responsible orliableforanyindirect consequential oreconomicdamages, including, without
limitation, loss of income or profit orloss of actual potential business opportunities.

8.4. You acknowledge thatany liability of any Carriertoyouin relation to the Servicesis governed by the
termsand conditions on which that Carrierfromtime to time supplies thatservicetoits own retail
customers.

9. Termination of Agreement

9.1. We reserve therighttocharge to youan administration fee, termination feeorany othercharges
incurred by us in providing the Services to you if you terminate the Contract priorto the full Contract
term. The details on how the cancellation/early termination charges are calculated are providedinthe
applicable product section these terms and conditions.

9.2. We mayimmediately terminate this agreement by written notice atany time if, without our prior written
consent:

9.2.1.you breach any term or condition of the Contract;

9.2.2.areceiverorreceiverand managerisappointed overany of your property or assets;
9.2.3.aliquidatororprovisional liquidatoris appointed toyou;

9.2.4.you become bankrupt;

9.2.5.you enterinto any arrangements with your creditors;

9.2.6.you assign or otherwise deal with yourrights underthis agreement;

9.2.7.you cease to carry onbusiness;or

9.2.8.there isa material change in your direct or indirect ownership or control.

9.3. We may also immediately terminate the Contract atany time by written notice if the Carriers cease to
provide services necessary forusto be able to provide the Servicestoyou.

9.4. If we terminate the Contractinaccordance with this clause and a Carrierarranges to supply you services
otherthan through us, you acknowledge that:

9.4.1. the Carrier may not be able to make those arrangementsimmediately; and
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9.4.2. once the Carrier has made arrangements, the services acquired by you from the Carrier will be
acquired onthe Carrier'sthen current tariffs and terms and conditions and the Carrier will bill you
accordingly.

10. Information

10.1. Withoutlimiting clause 6.1, you agree to provide us with any information we requestin connection
with us providing the Servicesto you underthis agreement.
10.2. You authorise and consentto the following:

10.2.1. us conductinga physical audit of the Services and any equipment supplied in respect of the
Services should we considerit necessary;

10.2.2. us exchangingwith Carriers all information about you and the Services provided toyouinour
possession or control including, but not limited to, yourname, billingaddress, streetaddress,
relevanttelephone numbers, any information obtained by us forthe purpose of yourapplication
and the Contract; and

10.2.3. the Carrierexchangingwith usanyinformationinthe Carrier’s possession or underits control in
relationtothe Servicesincluding, without limitation, all yourrecords and, in particular, exchange
line details, accountinformation, call charge records and call event records; and

10.2.4. our, and the Carrier’s, use of the information referred toin clauses 10.2.2 and 10.2.3.

11. Assignment

11.1. Yourrightsunderthe Contract are personal. You must notassign or attemptto assign any rightor
obligation underthe Contract without our written consent. We may assign all orany of our rights and
obligations underthe Contract at any time by notifying youin writing.

12. Warranty of Authority

12.1. Anypersonssigningthisagreementonyourbehalfwarrant that they have full powerand authority to
bindyouin respect of thisagreement.

13.0ur Equipment

13.1. Riskinany equipment provided by us or any third party to you for purchase or hire (“Equipment”)
passesto youupondelivery. You willacceptany Equipment on the basis of these terms and conditions
and any additional terms and conditions notified at the time of delivery.

13.2. Titletoany Equipment provided for purchase does not passto you until allamounts owingto us under
the Contract and the cost of such Equipment have been paidin full. Until title passes toyou, the
Equipmentwill be held by you as bailee forus.

13.3. Ifthe Equipmentisinstalled at premises occupied by you, you must not interfere with the Equipment
orits installation.

13.4. Ifthe advertised Equipment becomes unexpectedly unavailable, we may supply substitute Equipment
that is substantially equivalent to the advertised Equipment.

13.5. Ifthe advertised Equipmentis nottechnically suitableforyoursituation, we may supply substitute
Equipmentthatissubstantiallyequivalentto the advertised Equipment.

13.6. You irrevocably grantto us, our agentsand servants, leave and licence without the necessity of giving
any notice toenterat any time on and into premises occupied by you using reasonable force if
necessary toinspect, search forand re-take possession of any Equipmentinrespect of which payment
isoverdue. You shall indemnify usand hold us harmless againstany loss or damage suffered by any
person or company arising from re-taking such possession.

13.7. On the termination of the Contractforany reason, you will immediately return all Equipment owned
by us or make itavailable forour collection. Should you fail to do this within 30 days of the date of
termination, you will be invoiced for the cost of the Equipment as applicable.

13.8. Where you have equipment on premises you occupy whichis used by anothersupplierto provide you
with services, we willdisconnect that equipment when you transferthe services to us and we connect
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our Equipment (ifany). You mustimmediately notify that supplier that you have transferred your
servicesto us and arrange forthemto remove theirequipment from the premises.

14.Installation and Connection of Equipment

14.1.
14.2.

14.3.

This clause only appliesif we expressly agree toinstall or connect Equipment.

We willinstallthe Equipment at yoursite within areasonable time afterthe delivery date to connect
you to the Service during normal business hoursinyourarea. Youmust provide us with safe access.
You must prepare the site forthe installation (in accordance with any directions or specifications
issued by us) at your own expense, including providing:

14.3.1. appropriate electricity supply;

14.3.2. appropriate electrical and mechanical fittings;

14.3.3. appropriate environmental conditions;

14.3.4. asecure locationforthe Equipment, including if applicableasuitable point for mounting an

external satellite dish without obstructions;

14.3.5. allrelevant facilities forthe location of the Equipment;
14.3.6. access to all relevant personnelincluding yourtechnical personnel;
14.3.7. whererelevant, permission for us and ourrepresentatives and agents to enteryoursite and

14.4.

14.5.

install the Equipmentincluding making any minor physical modifications reasonably necessary for
the purpose.
You warrant to usthat as at the date of installation and connection to the service, you will have
notified any relevant parties and obtained all relevant consents for us to enteronto yoursite, install
Equipmentand connectyouto yourservice.
You mustindemnify us against any claim made against us, or lossincurred by us (including legal cost
on full indemnity basis), in connection with such entry and installation, except to any extent that we
cause or contribute toit by:

14.5.1. our negligence;or
14.5.2. our breach of any applicable consumer standards.

14.6.

14.7.

You must obtain and maintain, atyourexpense, any permits, licences, approvals, authorisations,
includinglocal council planning approval required for the installation and operation of the Equipment
and connectiontothe service.

If the installation must be rescheduled because you breach this clause, we charge areasonable
amountfor our additional costs.

15. Lost, Stolen and Damaged Equipment

15.1.

15.2.

You are responsible forany lost, stolen and damaged Equipment owned by us, exceptifitis caused by
us or our personnel.

You must pay us for Equipment thatislost, stolen ordamaged, exceptifitis caused by usor our
personnel.

16.Miscellaneous

16.1.

16.2.

16.3.

16.4.

Any notice, demand, consent orothercommunication required to be given to either party must be
delivered personally or sent by prepaid mail or by facsimile to the address of the otheras last notified.
The Contract shall be governed by and construed in accordance with the laws of the State or Territory
of Australiawhereinthe Services are connected, and the parties hereby submit to the non-exclusive
jurisdiction of the courts of that State or Territory of Australia.

The Contract contains your and our entire understanding to the exclusion of any and all prior or
collateral agreement orunderstanding relating to the Services, whether oral or written.

If any part of the Contract is found to be invalid or of no force or effect, the Contract shall be
construed as though such part had not beeninserted and the remainder of the Contract shall retainits
full force and effect.
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17.Authorised Representative

17.1. Ifyou wishtoappointan authorised representative (“Authorised Representative”) to deal with uson
your behalfyou maydoso.

17.2. Please consider carefully before authorisingsomebody to make changestoyouraccount. An
Authorised Representative you appoint can deal with us on your behalf as your agent (including
making a complaint) and;

17.2.1. ifyou specifically give them limited rights; has only those rights including any limitations you
specify onaccessto your information; and
17.2.2. ifyou donot give them limited rights; has powerto act and access information as if they are you.

17.3. We mayalso accepta personwho holdsan appropriate Power of Attorney or Guardianship Orderas
an Authorised Representative foracustomer. Please forward a certified copy of the Power of
Attorney or Guardianship Ordertous. We may need to have the documents checked beforewe can
accept the appointment. Pleaserequest acopy of the form to add an Authorised Representativefrom
our Customer Service team, should you wish toadd an Authorised Representative to youraccount.

18.Personal Guarantee

Where you are a company (“Customer”), the persons named in the application form as directors of the Customer
hereby jointly and severally guarantee to us:

18.1. paymentofallamounts payable by the Customerunderthe Contract on the day and timesandinthe
mannerdue thereunder; and

18.2. due and prompt performance and observance of any and all covenants, obligations, termsand
conditions onthe part of the Customerto be performed orobserved pursuantto the Contract.

This guarantee will be a continuing guarantee and will not be released by any partial paymentorby any
neglect orforbearance onthe part of us or any time orotherindulgence granted by us to the Customer, nor
shall we be required to first demand payment from the Customer as this guarantee will operate asan
independentagreementwhichisin nowaydependentupon the terms of any otheragreement. You
covenantto indemnify us and keep usindemnified from and against all actions, proceedings, costs, damages,
expenses claims and demands whatsoeverfororin respect of the non-payment of the said amounts orany
part thereof orthe breach, non-performance or non-observance of any of the said covenants or conditions of
the Contract by the Customer.
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Regulatory Compliance Statement

We are compliant with the C628:2015 Telecommunications Consumer Protections (TCP) Code (“TCP Code”),
which appliestoyouif youmeetone of the criteriabelow.
e You are anindividual who acquires or may acquire a telecommunications product for the primary purpose
of personal ordomesticuse; (and notforresale).
e You are a business ornon-profit organisation which acquires telecommunications services from us for
business purposes, otherthan forresale, and atthe time of enteringinto a contract you;
o didnot have a chance to negotiate the terms of your contract with us; and
o have or will have an annual spend with us of less than $20,000.

We operate withinacomplex regulatory environment but remain committed to keeping youinformed about key
protection measures that exist withinthe telecommunicationsindustry.

We know that our success depends on the service we provide our customers. Take the time to browse throughiit.
If you need furtherinformation on anything contained here please contact us.

1. General

The below principles guide ourinteractions with you.

e We will communicate with youin plainlanguage.
e We will provideaccurate, relevantand currentinformation.
e We will communicate with youin away that isappropriate to your communication’s needs.
e Our CustomerTerms are available fordownload from our website.
e  We will complywithall applicablelaws.
e Our staff willinteractand communicate with you courteously. We will achievethis by:
o Culture: We will promote a culture within our staff where rudeness to Customers, and/or non-
compliance with the TCP Code are not acceptable.
o Disciplinary Action: We will ensure appropriateactionis taken against staff who are rude to
customers.
e We will ensure thatyou can appointan authorised representativeto act on your behalf, and that this
authorised representative has the ability to act on your behalf asif they are you.

2. Communication of Offer

We will communicate our offers (whether orally orin writing) inaclear, accurate and ina mannerwhichisnot
misleading, enabling you to make informed choice.

3. Summary of Offer

We will provide Critical Information Summaries which include the following information on our products &
services:

e Informationaboutthe service
o Description of the product or service.
o Inrespectofthe product or service offered.
= Theinclusions, exclusions, conditions and limitations of the product or service.
e Informationabout pricing
o The minimum monthly charge of the productor service (if applicable)
o The maximum monthly charge payable wherecalculable.
o The maximum charge payable forearly termination of the offer.
o Where the offeris not unlimited, the cost of making a 2-minute standard national mobilecall
(includingflagfall) (if applicable).
o Foranincludedvalue plan, an estimate of the maximum number of standard national mobile calls
(each 2 minute induration) thata customer can make.
e OtherlInformation
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o Alinktothe area of our website where you can obtain call data and usage information or
instructions on where you can obtain this.

Warnings aboutinternational roaming costs (if applicable).

Our Customer Service contact details.

Information about how to access our internal disputeresolution processes.

Contact detailsforthe Telecommunications Industry Ombudsman.

O O O O

e OtherrelevantInformation
o We will provideany otherrelevantinformation toyouinregards to our product or serviceina
readily accessible manner, such as Product Description, Technical information, Billing &
Payments, Usage, Warranties, Mobile Coverage, International Roaming, and if we are actingas a
reseller, whothe prime carrier of the service is.

Where any information that we have providedisinaccurate, we willremedy thisinformation as soon as possible,
and provideittoyou inwriting. We will resolve complaints with you with aremedy appropriate to the situation,
which may include the rightforyou to terminate your contract with us without penalty.

4. Advertising

Our advertising will include all important conditions, limitations, qualifications and restrictions about the offerto
enable youtomake informed choices, and to avoid being misled. We will use aclearand plainlanguage when
advertising our offers.

5. Selling Practices

Our sales representatives will promote and sell our products and services in afair and accurate mannerand will
be able to communicate with youin English.
e Training: Oursalesrepresentatives willbe appropriately trained on how to sell and promote servicesina
fairand accurate manner.
e Ongoing Monitoring: We will monitor our sales representatives on aregularbasisto ensure their
compliance.
e Complaints: We will monitor and track complaints to ensure emerging or systemicissues are addressed
immediately.
e Accurate descriptions of products: Our sales representatives will provide accurate information about our
products, services and offers.
e Appropriate behaviour: Our sales representatives will interact with you in a courteous, fairand accurate
manner.
e Consent & Authority: Oursales representatives will obtain your consent, and confirm yourauthority to
enterintoa contract, priorto completingthe sale.

6. Contracts

e Our CustomerTerms will be available on our website.

e Ourstandard form of customer contract will be writtenin a plainlanguage, be clear, consistentand
containall the terms & conditions of the product or service.

e Ourstandard form of customercontract will notinclude any unfairterms.

7. Customer Service

e We willendeavourtoanswerall yourenquiriesinatimely and effective manner.

o We willinformyou onthe ways you can contact our CustomerService Team.

o We will monitorouraverage waittimesto ensure these are kepttoa minimum.

o We willendeavourtoresolve any queries or complaints on first contact, and continually improve
our first call resolution procedures.

o We will keeprecords of interactions between you and our customerservice teamstoaidin
assistingyou.

o We will ensure that staff are trained appropriately to deal with your queries.
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e We will seek feedback fromyou on how we deal with yourenquiries and use thisinformationtoimprove
our processes and practises.

e We will ensure any personal information we store is protected from unauthorised use, and is dealt within
accordance with all applicable privacy laws.

8. Billing

We are committed to providing our customers with clearly understood, accurate, timely and completebills and
billing related information.

e We will provideclearand easy to understand information about our pricing, billing, bill period and
paymenttermsand options.

e OQurbillsare providedin paperform sent by regular post, or viaemail.

e We will provide historical billinginformation for upto 6 years from the date of your enquiry, including for
a period of up to 24 months free of charge.

e Accessto our customerservice team will be provided at Untimed Call Rates.

e Our billswillincludethe at minimum the following information:

o Your name & postal address

Your account number

Our tradingname and ABN

Details on how you can contact us

Details of our hours of operation

The bill issue date and invoice number

The billing period

The due date forthe currentbill charges

The name of, or reference for, the plan oragreementforwhich the bill relates.

o Details of charges, included call values, discounts and excess charges.

e Our billswill beissued and delivered to you within 10working days of the closure of the billing period. If
thereisadelayinthisoccurring, we will grantyou an extension to pay your bill.

e We willendeavourtoinclude all call charges relatingtothe current bill periodinto a current bill.
We will not bill for charges olderthan 160 days from the date the charge was originally incurred.

O OO O O O O O

9. Verifying Charges

e We will providesufficientinformation and will be able to demonstrate and verify billing accuracy of our
bills.

e We will provideitemisation of all charges unless otherwise agreed with you.
10.Payment Options

o We will offeratleast one method of payment of your bill thatis free of charge.

e We will offerthe ability foryouto verify any payments you have made.

e We will apply payments within our billing system within 48 hours from the start of the next working day
afterwe are notified of apayment.

11.Direct Debits

e We will ensure you can verify thata direct debitarrangementisin accordance with yourauthorisation.

e We willstillissue abill to enable you to verify all charges on your bill priorto the direct debit being
processed.

e We will processthe direct Debitas close as possible to your due date.

e We will enableyouto cancel a Direct Debit authorisation viaemail or faxed request, and we will remove it
within 3 working days of the request.
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12.Credit & Debt Management

We provide accesstothe followingtools to enableyou to take timely action to manage or limityourspend with
us. We offer both spend managementtools and security tools described below. Please note our notificationsand
billinginformation may be up to 48 hours old at the time of notification, thisis as nearto real time as is possible.

We will provide usage notification for national calls, SMS and data usage in Australia, but this does not cover any
usage whilst overseas orcalls or SMS sentto overseas.

We will provide:
e Automaticusage alerts viaSMS or email at 50%, 85% and 100% within 48 hours of reaching this point - at
no cost to you.
e Checkyour balance by calling our Customer Service Team —at a cost of a 1300 call.

You may choose to:
e Receive all orsome of the notifications.
e Receive more notifications at different usage points of yourchoosing.
e Receive usage notifications viaadifferent method.

You may also choose to:
e Automatically restrict yourservice or parts of your service once a specificspend threshold has been
reached.
e Baror restrictcertain call typesto better manage your spend.

13.Responsible provision of Telecommunications Products

e We willinformyou aboutand undertake acreditassessment priorto providing you with a productor
service.

e We will advise you of yourliability in respect of the products and services being provided.

o [fwe restrictaccessto certain productsor service as a result of your creditassessment, you willbe
advised of this at the time of application, and we will include ways in which this restriction can be
removed and the timeframes of this removal.

e Ifwe require asecurity depositas part of your application, we will provideinformation about the terms of
the security depositincluding details of interest payable, how the deposit may be forfeited and/or repaid.

14.Credit Management Process

We will provideaclearand defined credit management process whichis available to you at no cost.
We will also provide information to you on:

e Yourobligationto pay bills fortelecommunications services by the due date.

e Thefact that non-paymentorrepeated late payment of bills may have an effect onthe provision of
currentor future telecommunications services.

e Detailsof ourFinancial Hardship Policy.
We will provide notice, in writing by post or email and phone priorto restricting, suspended or
disconnectingaservice with atleast 7 days’ notice, unless you have pre-arranged a cut-off point based on
a spendthreshold.

e We will send aseparate written disconnection notice priorto disconnecting aservice for credit
management purposes.

15.Fair Credit Management Processes

e We will ensure our credit management processes are fairand reasonable, and will conduct reviews of any
suspensions, restrictions oraction taken if asked to do so by you.
e |Ifyou are notsatisfied of ourreview, we will advise you on how you can make a complaint.
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We will notimpose reconnection charges following suspension or disconnectionif it resulted from our
mistake.

We will not credit management any specified disputed amounts, oramounts that are part of an open
complaint.

If we use third parties for debt collection, they will comply with these provisions and the provisions of the
TCP Code.

Our financial hardship policy is available on our website, for our customers that are experiencing genuine
financial hardship.
We will assess financial hardship circumstancesin afair and timely manner.

16.Changing Suppliers

We will obtainyourconsent and authorisation before transferring any services to us.
We willinformyouinaclear and concise manner
o Thatyou are enteringintoanew contract by agreeingtothe transfer.
The details of the services being transferred.
Ouridentity.
Whetherthere will be any disruption to yourservices as a result of the transfer.
Any equipment compatibility requirements and terms and conditions.
That you may have to pay a penalty orcancellation fee to yourcurrent provider.
Priorto transferyouwill be advised of the transfer process, our contact details, and the date of
completion of the transferonthe day it occurs.
Duringthe transfer we will keep you informed of any changes to the transferprocess.
We will notify you by email of the completion of the transfer on the day it occurs or, if the completion of
the transferrelies on a third party, on the day we have been advised that the transfer has completed.
We will validate and check the accuracy of the transfer when it has occurred.
We will keep records of the transferand all details of the transferforup to 2 years. Accessto these
recordsis available upon request.
If we are unable totransferthe service forany reason, we will notify you as soon as possible and advise
you of your options.

O O O O O O

17.Sale of our Business

If at any time our businessis sold toanother party or if part of a corporate re-organisation, we will notify youin
writing priorto any transferbeinginitiated.

We will advise you of:

Our intention to transferyourservice tothe new supplier.

Any details that we have that may materially affect yourservice.

Anyimpactthe change has onyour equipment.

Contact details of the new supplier.

The proposed date on which the transferwill take place and notification on completion of the transfer.
Details on how you can loga complaintaboutany aspect of the transfer.

Any details of termination rights that result from the transfer.

18.Change of Wholesale Supplier

We will notify you of any change to our wholesale supplier prior to the change beinginitiated:

Our intenttotransferyourservice tothe new supplier.

Any details that we have that may materially affect yourservice.
Anyimpactsthe change hason your equipment.

The proposed date on which the transfer will take place.

Details on how you can loga complaintaboutany aspect of the transfer.
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19.Complaint Handling

If we haven't provided the levels of service you expected, orif you have a concern with us, please tell us. We have
a formal complaint management processin place to ensure that your complaintis addressed appropriately.
Please refertothe Complaint Handling section of Our Customer Terms.
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Privacy Policy

This statementis our privacy policy which sets out how we manage your personal information and other
information. Before we gointo the detail, we need to define afew terms.

1. Your Information

When we referto “Your Information”, we are referring to both your personal information, as defined under the
Privacy Act 1988 (Cth) (“Privacy Act”), and customerinformation, which is protected by Part 13 of the
Telecommunications Act 1997 (Cth) (“Telecommunications Act”).

2. Credit Reporting Policy
This sets out how we manage your ‘creditinformation’ and ‘credit eligibility information’ where thisisrelevant to

you, and is our credit reporting policy for the purposes of Part 1A of the Privacy Act.

3. The kinds of information we collect and hold

Depending onthe particular circumstances, we may collect and hold arange of different information about you.
This can include your name, date of birth, contact details (including address, email address, telephone number or
mobile telephone number), occupation, driver’s license number, username or password, financialinformation
(suchas creditcard or bankaccount numbers) and information about how you use our products and services.

Thisis notan exhaustive list. Forexample, we may sometimes need to collect additional information as part of a
userauthentication process, such as when you want to speakto one of our customerservice personnel who need
to access youraccount.

You mightalso need to provide personal information about otherindividuals to us (e. g. about yourauthorised
representatives). If so, we rely onyou to inform those individuals that you are providing their personal
information to us and to advise them about this statement.

Callsintoand out of our offices are recorded for quality, monitoring and coaching purposes. You may requesta
copy of your recording by nominating the date and time of your call to our Customer Service team.

4. How we collect Your Information
We may collect Your Informationinanumber of ways, including:

e Directlyfromyou (such as where you provide information to us when you visit one of our storesor
websites, complete an application form oragreementforone of ourservices, or contact us with a query
or request).

e From third parties such as our related entities, business partners, credit reporting bodies (for more details
see our Credit Reporting Policy below), wholesale or other customers, oryourrepresentatives.

e From publicly available sources of information.
e From our records of how you use your products or services.
e Whenlegallyauthorised orrequiredtodo so.

e From third partieswe listin the section of this statement with the heading “When we disclose Your
Information”.

If you choose notto provide certaininformation aboutyou, we may notbe able to provide you with the products
or servicesyourequire, orthe level of service on which we pride ourselves.

5. How we hold Your Information

We may store Your Informationin hard copy or electronicformat, in storage facilities that we own and operate
ourselves, orthat are owned and operated by our service providers. We take reasonable steps to maintain the
security of Your Information and to protectit from unauthorised disclosures.
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While we take these steps to maintain the security of Your Information, you should be aware of the many
information security risks that exist today and take appropriate care to help safeguard Your Information.

We may also collect personal information aboutyouin accordance with the obligations underthe dataretention
provisions of the Telecommunications (Interception and Access) Act 1979 (Cth).

6. How we use Your Information
We may use Your Information fora range of different purposes, including:

e To verifyyouridentity,orto conductappropriate checks for credit-worthiness and for fraud checking.

e To provide products and servicestoyou, to provide you with information aboutthese products and
services, to assist you with the enquiries or purchases, to enhance your experienceon our network, orto
provide you with better customerservice.

e Toadministerand manage the products and services we provide to you, to charge and bill you forthem
and to collectany amounts you may owe us.

e To monitornetwork use, quality and performance and to operate, maintainand develop, testand
upgrade our systems and infrastructure.

e Asauthorisedorrequired by the Telecommunications Actand otherlaws applicable to us.

7. How we use Your Information for Direct Marketing

We may also use Your Information so that we, our related entities, dealers and other business partners can
promote and market products, services and special offers that we think will be of interest to you (which may
include products, services and offers provided by a third party). This marketing may be carried out in a variety of
ways (including by email, SMS/MMS, or social media or by customizing on-line content and displaying advertising
on websites) and may continue afteryou cease acquiring any products orservices from us until you opt-out by
callingus.

8. When we disclose Your Information

We may disclose Your Information to third parties who provide servicesto us, including organisations and
contractors that assist us with the purposes forwhich we use Your Information. These servicesinclude:

e Customerenquiries.
e Installation, maintenance and repair services.
e Mailingoperations, billingand debt-recovery functions.
e Informationtechnology and network services.
e Market research, marketing, telemarketing and door-knocking services.
9. We may also disclose Your Information
We may disclose YourInformation:
e Toyourauthorisedrepresentatives oradvisers, orwhenyou ask us to do so.

e Tocreditreportingbodiesandfraud checking agencies, and to credit providers for credit related purposes
such as credit-worthiness, credit rating, credit provision and financing.

e Ourdealers, ourrelated entities or our business partners.

e Toothertelecommunicationandinformation service providers orto our wholesale or other customers
from or through whom you may acquire products or services (forexample, we may need to disclose Your
Information for billing purposes).
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e The manager of the Integrated Public Number Database (“IPND”), and other organisations as required or
authorised by law (please see www.acma.gov.au for more information).

e Tolawenforcementand national securityagencies, and other governmentand regulatory authorities as
required orauthorised by law.

e Tothird partiesas required by orin accordance with any industry code or industry standard registered
underthe Telecommunication Act.

e Togovernmentagencies for purposesassociated with connecting new services to the National Broadband
Network.

e To third parties who assist us to manage or develop our business or corporate strategies and functions,
including our corporate risk and funding functions.

e Forthe purposes of facilitating orimplementing a transfer/sale of all or part of our assets or business.
10.How to access or correct your personal information or make a privacy complaint

If you wish to access any of your personal information that we hold or would like to correct any errorsin that
information, please contact us, so that we can considerand respond toyour request. We may apply an
administrative charge for providing access to your personal informationinresponseto a request.

You may also use these contact details to notify us of any privacy complaintyou have against us, includingif you
think that we have failed to comply with the Australian Privacy Principles (“APP”) orany binding APP code that
has been registered underthe Privacy Act. We are committed to acknowledging your complaintinaprompt
mannerand will give you an estimated timeframeforwhen we willrespond to your complaint.

While we hope that we will be able to resolve any complaints you may have without needing to involve third
parties, youmay also be able tolodge a complaint with arelevant regulatorsuch as the Australi an Information
Commissioner (www.o0aic.gov.au) or the Telecommunications Industry Ombudsman (www.tio.com.au).

11.About this Statement

This statementis effective as at 1°* September 2018. From time to time we may need to change this statement. If
we do so, we will postthe updated version on our website, and it will apply to all of Your Information held by us
at the time.
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Complaint Handling Policy

1. Introduction

We are committed to providing our customers with the best products services and experience, every time they
deal with us— and that includes handling complaints. This policy tells you more about our processif yougetin
touch with any concerns about our products or services.

It's our goal to handle every complaintfairly, politely, objectively and efficiently.

2. Who can make a complaint

Anyone whoisn’t satisfied with our products or services, or how we have handled yourenquiry, can getintouch
to lodge a complaint—includingyou.

If you’d like to nominate someone else to make or handle acomplaint on your behalf, we might call oremail you
and ask foryour permission to discuss your complaint withthem.

We'll handle your complaintfairly, politely, objectively and efficiently —and provide help to anyone who needs to
formulate, lodge and progress acomplaint with us.

If you need help with makingacomplaint (e.g.if English is not your native language), you can contact us through
an interpreterservice.

If you have any other specificneeds, please let us know —so we can best work out how to help.

3. Your legal rights

Nothinginthis policy limits or detracts from yourrights underthe General Standard Terms & Conditions, the
Telecommunications Act 1997 (Cth) (“Telecommunications Act”), the Competition and Consumer Act 2010 (Cth)
or any otherlaws.

While we believe that our complaint handling procedures in this policy will provide a quick and effective
resolution of your concerns, youdon’t have to follow them. You can choose to take independent action to
enforce yourrightsinstead.

4. How we will handle complaints

Our complaint handling policy aims to provide an efficient, fairand accessible mechanism for customer
complaints.

Our CustomerService team willbe yoursingle point of contact; whetheryou wish toregistera complaintabout
technical difficulties, billingissues, or ourauthorised dealers and staff.

Our main goalis to resolve most enquiries and complaints during yourfirst call, and our Customer Service
Representatives have the training and authority to deal with most problems and enquiries. That’s not always
possible, though —andif that’s the case, we’ll aim to have the complaintresolved within atimeframe that’s
agreed upon with you.

We will not cancel your services when you make acomplaint, to us, or to an external disputeresolution body.

To keep track of how we’re handing complaints, our supervisors will:
e Randomlycheckrecords of complaints received by the Customer Service Representatives to ensure thata
satisfactory solution been reached.
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e Callback a cross section of customers to discuss the handling of the complaint by us, witha view to
understanding how we can do better.

e Review all complaints which have not been resolved within ourtimeframes, and determinewhat actionis
neededtoresolve those complaints quickly.

e Identifysystemicissuesandimplement ways of improving our processes and the training of staff.

5. How totake your complaint to senior team members

If you are not satisfied with the way in which the Customer Service Representative has handled your complaint,
you can requestto be transferred to a supervisor. Where you have raised a matter with a supervisor, he orshe
will aimtoresolve the complaintas soon as possible and within timeframes agreed with you. The supervisor will
deal with you personally and not pass messages through other staff.

6. Making complaints

If you needto make a complaintorwould like to check onthe progress of a complaint, please contact us by using
one of the following methods:

Phone: 1300 851 301 8:30am-6:00pm AEST Monday to Friday
Mail: Customer Care P.O. BOX 222 South Melbourne VIC 3205
Email: customerservice @telefonix.com.au

Online: www.telefonix.com.au

We will acknowledge your complaintimmediately if you complained to us over the phone, and within 2working
daysif you have lodged your complaint through any other channel (forexample, by email, online or post) -
includingwhere you lefta message with ourafterhours messaging service.

If we can’t speakto you directly, we will send you an email acknowledging your complaint and share our contact
details soyou can call us back.

When we acknowledge your complaint, we willgive you a unique referencenumberorsimilarto enable you to
easily follow up on your complaint. We will also give you an indicative timeframe for resolving your complaint.
You can follow up onyour complaint by using the contact phone number or email address on your mostrecent
invoice.

We aimto resolve all complaints within 10 working days of the complaintbeingreceived. If we are unable to
meetthistime frame we will explain why beforethat period ends and provide you with anew expected time
frame.

You can request your complaintto be looked at urgently:
e ifyou have applied to qualify as beinginfinancial hardship underour Financial Hardship Policy and the
issue you are complaining about directly contributes to the financial hardship you are experiencing, or
e ifyourservice hasbeendisconnected orisaboutto be disconnected and due process has notbeen
followed.

In this case, we will agree with you on how to address the issue andimplementall required actions tofix the issue
within 2 working days. If there is a delay, we will explain why, provide you with anew expected timeframe, and if
itisalongerdelayalsoinformyouaboutyouroptionsforexternal disputeresolution such asthe
Telecommunications Industry Ombudsman (“TIO”).

We will provide written confirmation of the resolution, or proposed resolution, of your complaint within 5
workingdaysif you ask for it.
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If we are unable to contact you, we will write toyou and letyou know. We will also provide details of our contact
attempts and ask you to contact us to discuss the complaint within 10working days. If you don’t contact us within
thistime, the complaint will be closed.

7. Monitoring the progress of your complaint

You will be provided with a unique reference numberforyour complaint, which you can use to track the progress
of your complaint. You can monitorthe progress of your complaint by calling our Customer Service Team.

8. Proposed Resolution

If we propose aresolution to yourcomplaint, we will askif you are satisfied with the proposed resolution. A
proposed solution must be accepted by you before we are required toimplementit.

9. Free of charge

We won’t charge you for dealing with your complaint.
10.Taking appeals to external organisations

We believe that ourinternal appeal process will provide the quickest and most effective way toresolve
complaints. If youare notsatisfied with our review of your complaint, or with the way in which we have handled
the complaint, you can askthe TIO to assist.

You can refera complainttothe TIO at anytime. You do not have to go all the way through our review process
before complainingto the TIO. You should note, however, thatthe TIO service isintended as alast resort for
telecommunications subscribers with complaints and the position of the TIO is that you should raise a complaint
with us before approachingthem.

The intention of the scheme is that we try to settle the issue before itis takentothe TIO. If you believethatany
complaintraises widertelecommunications policy issues oris outside the jurisdiction of the TIO then you may
wish to raise it with the Australian Communication and Media Authority.

To lodge a complaint with the TIO you can call on 1800 062 058 or visit the website www.tio.com.au or write to:

TIO

PO Box 276

Collins Street West
MELBOURNE VIC 8007

11.Frivolous or vexatious complaints

If, after careful consideration and appropriate internal escalation of acomplaint, we reasonably conclude that:
e we can do nothing more to resolve the complaint orassistyou; and
e your behaviourorcomplaintis frivolous or vexatious,

we may decide nottodeal, or to deal further, with the complaint.

We’ll contact you within 5working days to let you know the reasons for our decision —and your options for
resolving things externally.
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Customer Service Guarantee

We are committed to achieving customerservice excellence. We comply with the legislated requirements
outlinedin the Telecommunications (Customer Service Guarantee) Standard 2011 ("CSG Standard") and issued by
the Australian Communications and Media Authority (“ACMA”).

The CSG Standard specifies certain requirements to which service providers such as us, and our suppliers must
adhereinrelationto the provision and repair of standard telephoneservices (“STS”) and appointments related to
these activities.

1. What types of services are covered by the CSG standard?

The CSG Standard appliesto all telephone companies offering fixed line services and covers the STS provided by
Telstra (known as PSTN) and five specified Enhanced Call Handling Features (“ECHF”).

These featuresare:

e Call Waiting—enablingacustomerto receive asecond call on a telephone service while engagedona
call;

e Call Forwarding—causinga call directed toa numberto be redirected toastored number;

e (Call Barring/Control—enabling acustomerto control accessto some, or all, network numbers before a
callis established (this does notinclude network barring arrangements);

e Calling Number Display—enablinga customerto identify the numberof acalling party; and

e CallingNumber Display Blocking —enabling a customerto preventthe display of hisorhernumberto a
called party.

The CSG Standard applies to residential and small business customers with no more than five STS. A customer
doesnotinclude a carrier or a carriage service provider.

The CSG Standard covers:

e connectionsandfault repairs of STSand the five specified enhanced call handling features; and
e appointmentsrelated tothese activities.

For connections, STS are eligible regardless of what type of associated service is connected at the end of the
service (e.g.internetorfax).

However, forrepairs, only voice telephony faults are covered. This means that non-voice faults such asinternet
access or fax faults are not covered by the CSG Standard.

2. What types of services are not covered by the CSG Standard?

The CSG Standard does not apply to data products, customer premises equipment, customer cabling, payphones,
sophisticated business-oriented services, corporate virtual private networks, satellite services and mobile
services. Italsodoes notapply to activities pastthe network boundary point, including but not limited to, beyond
the firsttelephone socket, the network termination device (NTD) or the main distribution frame where applicable.

3. When does the CSG Standard not apply?

The CSG Standard does notapplyin certain circumstances, including the following:

e whenwe, oroursupplier, are required to undertake maintenance orupgrading of a facility ornetwork
that is used to supply any given service and we have given reasonable notice;

e where delaysare due to circumstances outside ourorour supplier’s control such as: damagesto our or
our supplier’s facilities by athird party; natural disasters or extreme weather conditions (e.g. bushfire,
flood, cyclonesetc.);
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e where delaysare caused by us or our supplier needingto move staff orequipmentto an area affected by
circumstances beyond the control of us or our supplier;

e wherewe, oroursupplier, are unable to obtain lawfulaccesstoland or a facility and where we, orour
supplier, isrequired to comply with any law of the Commonwealth, State, Territory or Local Government;

e where a missed appointment occurs overa period of connection or repairdelay for which a CSG liability
already applies;

e whereyouare connected by another carriage service providertoa STS and request we supply that
service, the CSGStandard does not apply inrespect of the connectiontimeframe;

e whereyouhave agreed towaive yourright to CSG Standard eligibility underthe CSG Standard;

e where ECHF are not available due to existing network limitations;

e whereyouare able to activate the Enhanced Call Handling Features from yourtelephone handsetor
customerequipment;

e whereyourequestconnection of yourtelephone service and we have reasonable grounds for believing
that you would be unable or unwilling to pay the charges for connection or use of the service;

e ifyou were disconnected for non-payment of a charge and we have not reached agreement for the
payment of that charge;

e ifyou withhold agreementtoan appointment offered by us or our supplier;

e ifyou failtokeepanappointmentwith usorour supplier;or

e ifyou unreasonablyrefuse our carrieraccess to your premises.

4. The guaranteed connection time frames as set out in the CSG Standard.

We aimto connectyour STS and specified ECHF within time frames consistent with the CSG Standard. These time
frames are based on the service location and the availability of telecommunications infrastructure and spare
capacitywe, or our supplier, can use to connectyourservice (see table below). Infrastructure refers to systems
and facilities used in the provision of telecommunications services. Itincludes radio distribution systems, network
cablesandlead-in cablestothe customerpremises.

Wherein we envisageadelayin supplyingyouwith a STS, we will notify youin writing of the reason for the delay
and the expected time frame for completion of any infrastructure upgrade. We will also offeran alternative
service arrangement such as a call diversionto amobile orfixed telephoneservice.

You may be entitled to a CSG Standard paymentforevery working day of delay beyond an agreed connection
date. Please referto “How much do we pay?” for more details.

We will apply the “guaranteed maximum connection periods “as set out below;

Service In-place connection New connectionwith | New connection without
location infrastructure and infrastructure or spare capacity
spare capacity
Urban Within 2 working days | Within5workingdays | Within 20 working days
afterrequest afterrequest (equivalentto 1 month) after
request
Major Rural Within 2 working days | Within 10 working Within 20 working days
afterrequest days after request (equivalentto 1 month) after
request
Minor Rural Within 2 working days | Within 15 working Within 20 working days
afterrequest days after request (equivalentto 1 month) after
request
Remote Within 2 working days | Within 15 working Within 20 working days
afterrequest days after request (equivalentto 1 month) after
request

Please Note: Anin-place connectionisaconnection of a STS at a site where a previous working service has been
cancelled by the previous account holderandis availableforautomaticreconnection orreactivation without the
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needforthe service providerto do any otherconnection work at the customer premises, the local telephone
exchange, orany placesin between.

5. Customer Service Locations (definitions)

The various demographiccategories as outlined under the CSG Standard are:

| Service location category | Demographicsize

Urban Township/community grouping of 10,000 people or more

Major Rural Township/community grouping of more than 2,500 people butless
than 10,000 people

Minor Rural Township/community grouping of 201 people or more but not more
than 2,500 people within astandard zone

Remote Township/community grouping of less than 200 people or
township/community grouping located outside a standard zone

6. The guaranteed maximum fault repair periods specified by the CSG Standard.

We aimto repairfaults or service difficulties on your STS and specified ECHF within time frames consistent with
the CSG Standard. Please note thatthe CSG Standard does not covernon-voice faults or service difficulties such as
modem and fax dropouts.

We will repairfaults and service difficulties within specified time periods based on the service location (seetable
below).

Where we envisage adelayinrepairingyour STS, we will notify you in writing of the reason forthe delay and the
expectedtime frame for completion of any infrastructure upgrade. We will also offer an alternative service

arrangementsuch as a call diversion to amobile orfixed telephoneservice.

You may be entitled toa CSG Standard paymentforevery working day of delay beyond an agreed repair date.
Please referto “How much do we pay? for more details.

We will apply the “guaranteed maximum fault repair periods “as set out below.

| Service location | Time for repair*
Urban End of one full working day afterreport
Major Rural End of two full working days afterreport
Minor Rural End of two full working days afterreport
Remote End of three full working days afterreport

*Service Restorationtimeframes can be extended due to mass service disruptions where CSG Standard will not apply. See
https://www telstra.com.au/consumer-advice/customer-service/mass-service-disruption

Please Note: The time forrepair relating to “end of one full working day afterreport” appliesto all service
locations where the fault occurs due to an administrative error by the telephone company, orif the fault can be

rectified without the telephone company attending customer premises or undertakinginternal or external plant
work.

7. Appointments

We aimto keep agreed appointmentsin relation to connection and repair of your STS and specified ECHF.

If we or our carriers fail to keep an agreed appointment, you may be entitled to receivea CSG Standard payment
for a missed appointment. A new appointment may have to be arranged.

If an appointmenttime orlocationis changed either by you or by us or our supplier with reasonable notice of at
least 24 hours, or by agreement, you are not entitled to receive a CSG payment.

For appointments, the CSG Standard allows the following grace periods as shown:
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Service location Appointment period Grace period

All Locations Lessthan or equal to 4 hours 15 minutes
Urban and Major Rural Greaterthan 4 hoursand lessthan | None
or equalto 5 hours
Minor Rural and Remote Greaterthan 4 hoursand lessthan | 45 minutes
or equal to 5 hours

Please Note: The grace period is extended to 45 minutes, where thereisaneedto travel a longdistance, such as
inthe case of Minor Rural and Remote locations.

8. Notifying Us

Whenrequestingaconnection or reportingafault, customers are required to contact us by 5pm on a working day
for the specified connection and fault time frames to apply from that day. Customerrequests received after this
time will be taken to have beenreceived the following working day. Aworkingdayisa daythatis nota Saturday,
aSunday or a publicholidayinthe customerservice area.

9. How much do we pay?

Thereisno needforyouto contact us to lodge a claim for CSG Standard. If we fail to meet ourobligations under
the CSG Standard we will credit youraccount, no laterthan 16 weeks afteryour STS is connected orthe faultis
repaired. You may request a refund from any credit balance that may appear on an invoice following our payment
of the CSG Standard payment.

For connection, repairand appointmentliability incurred on or after 31 October 2006, we are liable to make a
CSG Standard paymentto you in accordance with the CSG Standard in the following circumstances:

e [fwe fail toconnector repairyour service within the specified time period or on an agreed date, you may
be entitled to receive a CSG Standard payment of $14.52 (forresidential/charity customers) or $24.20 (for
business customers), for each working day that we miss, forthe first five working days of delay. Afterthe
initial five working days of delay, you may be entitled to receive a CSG Standard payment of $48.40 (forall
customertypes) peradditional working day of delay.

e Ifonlyone ECHF isnot connected orrepaired within the specified time period oron an agreed date, you
may be entitled toreceivea CSG Standard payment of $7.26 (forresidential/charity customers) or $12.10
(forbusiness customers)foreach working day of delay. After the initial five working days of delay, you
may be entitled to receive a CSG payment of $24.20 (forall customertypes) foreach additional working
day of delay.

e |ftwo or more ECHF are not connected orrepaired within the specified time period or on an agreed date,
you may receive aCSG Standard payment of $14.52 (forresidential/charitycustomers)or $24.20 (for
business customers), foreach working day of delay. Afterthe initial five working days of delay, you may
be entitled toreceive a CSG Standard payment of $48.40 (forall customer types) for each additional
working day of delay.

e Ifan appointmentis missed onaday thatisnot a day inrelationtowhichyouare entitled to receivea
CSG Standard paymentin accordance with any of the above circumstances, you may be entitled to
receive a CSG Standard payment of $14.52 (forresidential/charity customers)or $24.20 (for business
customers), foreach missed appointment.

e The maximum CSG Standard amount payable underthe CSG Standard is $25,000.

e The Goods and Services Tax (GST) introduced on 1 July 2000 does not apply to CSG Standard payments.
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Financial Hardship Policy

1. Financial hardship

Financial hardshipinvolves asituation whereanindividual person (not businesses)is unable, forreasons such as
illness, unemployment oranotherreasonable cause, to meet theirfinancial obligations to us, however they
reasonably expectto be able to do so with an adjustmentto their paymentand/ or service arrangements. If you
wish to claim financial hardship and adjust your payment / service arrangements, please contact us. There are no
charges associated with this service. Each situation will be assessed on a case by case basis.

2. Our financial hardship policy

The purpose of this policy isto ensure thatif we have customers who are experiencing fi nancial hardship, we can
work with them to pay theiraccount overtime whilst maintaining ongoing access forthemto some
telecommunications services.

3. Definition

The C628:2015 Telecommunications Consumer Protections (TCP) Code (“TCP Code”) defines “financial hardship”
as a situation where anindividual person (not businesses) is unable, reasonably, to meet theirfinancial
obligationsto us undertheircontract. However, they expect to be able to do soif theirpaymentand/ or service
arrangements are changed. Financial hardship can take place overa limited timeframe or be long-term.

It can resultfroma number of factors including:
o lossof employment, eitherforthat person or a family member;
e familybreakdown;
e illness, including physical incapacity, hospitalisation, or mental illness, either forthat person or a family
member;
e adeathinthefamily;or
e unexpectedorincreased family commitments, due to circumstances such as the above.

You can claimfinancial hardship if you think you can reasonably expect to be able to meetyourfinancial and
contractual obligations to us by changing your payment/service arrangements. If you are experiencing payment
difficultiesfromtime totime, thatis not a situation that qualifies as financial hardship and therefore for
assistance underthis policy. See our exclusions below.

Our policy aimsto be flexible enough to accommodate the circumstances of each individual customer. If you wish
to claim financial hardship and adjust your payment / service arrangements, please contact us.

4. Information thatis available

We can provide you with asummary of this policy eitherin writing oroverthe telephone if:
e youask forit;
e youindicate tous that youare in financial hardship; and
e we considerthatyou may be eligible.

All ourreminder notices include information about this policy.

5. Training

The staff responsible for discussing financial hardship payment arrangements with you are fully trained in this
policy.

6. Assessment and evidence of financial hardship

On request, we'll assess your eligibility forassistance under ourfinancial hardship policy. As part of this, we'll take
intoaccount yourindividual circumstances. As part of that assessment, we may request supporting
documentation fromyou.
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We'll only ask for thisiif:

it appearsthatthe financial arrangements will need to be long term;
we considerthe amountthat needsto be re-paidislarge or significant;
you have not been ourcustomer for verylong; or

we are concernedthatthereisfraud involved.

We considerthe following to be evidence of financial hardship:

evidence of an unforeseen change in your circumstances;

in some cases, evidence thatyou have metwith and/orare accompanied by a recognised financial
counsellor; and

documented evidence, such as a statutory declaration from a person familiar with your circumstances
(family doctor, priest, bank officer etc). This information must meet the criteria of the Privacy Act 1988
(Cth)interms of how it has been collected andis used and retained.

We may not be able to make an assessment of your circumstances if you do not provide us with the requested
information. We may use the information you provide as well as otherinformation available to us. Once we

received all requiredinformation, we will let you know within 7working days whether you are eligible for
assistance under our Financial Hardship Policy.

7. Assistance from financial counsellors

In some cases, where we believeyou are experiencing genuine and long-term financial hardship, we may ask you
to seekassistance from afinancial counsellorto discuss yourfinancial situation. We believe some customers may
benefitfrom the experience of afinancial counsellor. The reasons why we may request thatyou seek theiradvice
and assistance caninclude:

itisapparentthat yourfinancial situationis genuine, serious and permanentand you need expert
financial advice and counselling;
it appears thatyou are payingus at the expense of other bills, and that you may need financial advice and
counsellingto ensure yourbills are paidinthe correct order of priority in orderfor youto maintaina
reasonable standard of living. Forexample, it may be appropriate foryou to work with the financial
counsellortodecide the priority of the bills that need to be paid, and
we cannot agree a reasonable paymentarrangement (i.e. the suggested payments and the length of time
to meetyourfinancial obligations) without afinancial counsellor's assistance and advice.
o Note:Wewon't ask youto seekthe advice of a financial counsellor in all the circumstances where
a paymentarrangementis beingdiscussed, only where the conditions detailed aboveare
involved.

8. Establishment of financial hardship

Once it has been established that you meet ourfinancial hardship criteria, we'llagree a s uitable arrangement
betweenyou, yourfinancial counsellor (if you have one) and our Credit team. You will be asked to keep to this
paymentarrangement.

Conditions

You are an individual residential customer.

The financial hardship process will be reasonable to both you and us.

We wantto maintain ourrelationship with you.

We'll take into account yourindividual circumstances.

We'll look toidentify appropriate products orservices foryou that will enable you toretainalevel of
access and still manage your future communications spending.

The basic principle of any agreed financial arrangement is that the repayment should be sufficient to coveryour
expected future use of the service, as well as continuing to reduce yourdebt.

Your obligations

You acknowledge the debtand your obligation to repay the debt.
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e You'll provide us with enough information for both parties to decide what constitutes areasonable
paymentarrangement.

e You accept responsibility forreducing your phone usage toa level thatyou are able to pay and you are
preparedtotake up relevantcall barring optionsto achieve this.

e You accept the restricted level of access that we negotiate withyou.
You'll make repaymentsto us as agreed underthe financial hardship arrangement.

e Ifyou experience any furtherfinancial difficulty, you'lltell usimmediately and we'll review your situation.

Our responsibilities

e We'll ensure that none of your outstanding debtisindispute.

e We'll confirmthatyou are the personwhoislegallyliable to pay the debt.

e We'll nottake credit managementaction whilst financial hardship arrangements are being discussed.

e [flimitingaccesstoservicesforms part of our agreement withyou, we'll ensure accessis limited as
agreed and that the limitations are explained.

e Thearrangementswill be onesthatyou can meet.

e We'lllookat waiving ourdisconnection and late payment fees.

e We'll monitoryour compliance with the financial hardship arrangement.

e We'll notchange the terms of the arrangementif you are meetingthose terms.

o We'll clearly explainthe terms of the paymentarrangementtoyou.

e We'llaskyou to contact us if yoursituation changes during the term of the arrangement.

e We'llbewillingand able toreview the terms of the financial hardship arrangementif you tell us that your
circumstances have changed.

e We'll make sure you are fullyinformed of your rights and obligations underthe arrangement.

We won'tundertake credit managementaction, includinglisting of your debt with an external credit reporting
agency, whilstafinancial hardship arrangementis being actively discussed with us or during the course of the
financial hardship arrangement unless:

e youbreach the terms of the arrangement;

e creditmanagementaction appearstobe reasonable inthe circumstances;

e ifyoudon'tcomply with the termsof the arrangement and don't notify us to re-negotiate, we'll take
reasonable steps to contactyou or yourfinancial counsellor (if applicable) before taking further credit
managementaction;

e if we can't make contact, we'll resume normal credit managementaction, including restriction or
suspension of the service ortermination of the contract. This action will be in accordance with our credit
management policies and the credit management code.

e ifyour paymentrequest, after negotiation, remains at greaterthan 12 months, then you may be referred
to an external creditreportingagency and your "statement of means" forwarded to the relevant agent.

We alsonote:
e paymentarrangementsforthe settlement of all due balances must be made withinatimeframe of 12
months.
e documentationsupporting your position must be on the official letterhead of the organisation assisting
you withyour claim.

Exclusions
e Financial hardship does notapplyto:
o Customerswho wishto negotiate time to pay their bill withinashort period of time, usually 3
months.
o People whoare bankrupt.

Once we come to an agreementwe will putthisinwritingvialetter oremail toyou. You must inform usif your
circumstances change (for better orfor worse) during ourarrangement.

We will not charge you for assessing your financial hardship circumstances orforadministering the matter.
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Internet Acceptable Use Policy

Please read this document carefully before accessing our network and systems. By using any of our internet
services, you agree to comply with the terms of our acceptable use policy.

1. Purpose

ThisInternet Acceptable Use Policy ("Policy") sets out the rules which apply to use of ourinternet services
("Internet Services"), including your responsibilities, and permitted and prohibited uses of those services.

Compliance with this Policy ensures you may continue to enjoy and allow others to enjoy optimum use of our
InternetServices.

2. Application

This Policy appliesto all customers who acquire Internet Services from us. Your obligation to comply with this
Policyincludesyourobligation to ensure any person who you allow to use your Internet Service also complies
with this Policy.

Your failure to comply with this Policy (including by any person who you allow to use your Internet Service) may
lead to the suspension ortermination of your Internet Service.

3. Responsible Usage

You are responsible foryour actions on our telecommunications network ("N etwork") and systems you access
through your Internet Service. If you act recklessly orirresponsibly in using your Internet Service or your actions
endangerany person or the integrity or security of our Network, systems or equipment, your access may be
restricted, suspended orterminated, without prior notice.

In particular, you agree that you will not use, attemptto use or allow your Internet Service to be used to:

e store,sendor distribute any content ormaterial whichis restricted, prohibited or otherwise unlawful
underany applicable Commonwealth, State or Territory law, or whichis likely to be offensive orobscene
to areasonable person;

e store,sendor distribute confidential information, copyright material or other content whichissubjectto
third party intellectual property rights, unless you have alawful rightto do so;

e doanything, including store, send or distribute material which defames, harasses, threatens, abuses,
menaces, offends, violates the privacy of, orincites violence or hatred against, any person orclass of
persons, or which could give rise to civil or criminal proceedings;

e doanyotheract orthingwhichisillegal, fraudulent or otherwise prohibited underany applicable
Commonwealth, State or Territory law or whichisin breach of any code, standard or content requirement
of any other competentauthority;

e doanything, including store, send or distribute material, which interferes with other users or restricts or
hindersany person from accessing, using orenjoying the internet, our services, Network or systems;

e forge headerinformation, email source address orother userinformation;

e access, monitoror use any data, systems or networks, includinganother person's private information,
without authority orattemptto probe, scan or testthe vulnerability of any data, system or network;

e compromise the security orintegrity of any network or systemincluding our Network;

e access,download, store, send ordistribute any viruses or other harmful programs or material;

e sendordistribute unsolicited advertising, bulk electronic messages or otherwise breach your spam
obligations setoutin clause 4, or overload any network orsystemincluding our Network and systems;

e useanotherperson'sname, username or password or otherwise attempt to gain access to the account of
any othercustomer;

e tamperwith, hinderthe operation of or make unauthorised modifications to any network or system;

e hostor assistinthe hostingof a Tor relay and/orexit node; or
authorise, aid, abet, encourage orincite any other personto do or attemptto do any of the above acts.
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4. Spam

In this Policy, "Spam" includes one or more unsolicited commercial electronic messages to which the Spam Act
2003 (Cth) (“Spam Act”) applies, and derivations of the word "Spam" have corresponding meanings.

5. Codes of Practice

The Internet Industry Codes of Practice registered with the Australian Communications and Media Authority
("ACMA") set out how internet service providers, such as us, and email service providers must address the
sources of Spam within theirown networks. They also requiresinternet service providers and email service
providersto give end-usersinformation about how to deal with Spam, andinformed choice about theirfiltering
options.

6. Suspension or Termination

This Policy prohibits you from using your Internet Service to send Spam. If you breach this prohibition, we may
suspend orterminate your Internet Service. The circumstances in which we may doso are setout insection 16
below.

7. Reducing Spam

You can reduce the amount of Spamyou receive if you:

e donotopenemailsfromdubioussources;

e do notreplyto Spamor clickonlinks, including ‘unsubscribe'facilities, in Spam;

e donotaccept Spam-advertised offers;

e blockincoming mail from known Spammers;

e do notpost youremail address on publicly availablesites or directories. If you must do so, look for
options, such as tick boxes, that allow you to opt out of receiving further offers orinformation;

e donotdisclose yourpersonal informationtoany online organisation unlessthey agree (in theirterms and
conditions or privacy policy) notto pass yourinformation on to other parties;

e useseparate email addresses for different purposes, such as a personal email address forfriends and
family and a business emailaddressforwork;

e installaSpam filteronyourcomputerto filter or block Spam. We strongly recommend thatyouinstall a
Spam filteronyourcomputer, evenif youreceiveaSpamfiltering service from us. Information on the
availability of anti-Spam software forend-usersis availableat the Internet Industry Association (11A)
website.

e reportany Spamyou receive to us or to ACMA (see "Complaints" below); and

e visitthe ACMA website (http://www.acma.gov.au/Industry/Marketers/Anti-Spam) for more information
on ways to reduce the volume of Spam youreceive, including how to:

o reduce Spamifyou operate a website; and
o avoid becomingan accidental Spammer.

8. Your Spam Obligations

You agree that you will use your Internet Service in compliance with the Spam Act and will notengage in practices
which wouldresultinabreach of the Spam Act. In particular, you agree that you will not use, attemptto use or
allow yourInternet Service to be used to:

e send,allowtobe sent, or assistinthe sending of Spam;

e useor distribute any software designed to harvest email addresses;

e hostany device orservice thatallows email to be sent between third parties not underyourauthority or

control; or
e otherwise breachthe Spam Act or the Spam Regulations 2004 (Cth) (your "Spam Obligations").

You agree to use yourreasonable best endeavours to secure any device or network within your control against
beingusedinbreach of your Spam Obligations by third parties, including where appropriate:

e theinstallation and maintenance of antivirus software;

e theinstallation and maintenance of firewall software; and

e theapplication of operating system and application software patches and updates.
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We may scan any IP address ranges allocated to you foryour use with your Internet Service in orderto detect the
presence of open orotherwise misconfigured mailand proxy servers. If we detect open or misconfigured mail or
proxy servers we may suspend orterminate yourInternet Service.

9. Excessive Use

You must use your Internet Service in accordance with any download or capacity limits stated in the specific plan
that you subscribe tofor the use of that Internet Service. We may limit, suspend or terminate your Internet
Service if you unreasonably exceed such limits or excessively use the capacity orresources of our Networkina
mannerwhich may hinderor prevent us from providing services to other customers or which may pose a threat
to the integrity of our Network or systems.

10.Security

You are responsible for maintaining the security of your Internet Service, including protection of account details,
passwords and protection against unauthorized usage of your Internet Service by athird party. We recommend
that you take appropriate security measures such as installation of afirewall and use up to date anti-virus
software. You are responsible forall chargesincurred by other persons who you allow to use your Internet
Service, includinganyoneto whom you have disclosed your password and account details.

11.Copyright

It isyour responsibility to ensure that you do not infringe the intellectual property rights of any personinrelation
to any material thatyou access or download fromthe Internetand copy, store, send or distribute using your
InternetService.

You must not use your Internet Service to copy, adapt, reproduce, distribute or otherwise make available to other
persons any contentor material (including but not limited to music filesin any format) which is subject to
copyrightor do any otheracts inrelation to such copyright material which would infringe the exclusiverights of
the copyright ownerunderthe Copyright Act 1968 (Cth) orany otherapplicable laws.

You acknowledge and agree that we have the right to immediately cease hostingand to remove from our
Network or systems any content upon receiving acomplaint orallegation that the material infringes copyright or
any otherintellectual property rights of any person.

12.Content

You are responsible fordeterminingthe content and information you choose to access onthe internetwhen
usingyourInternetService.

Itisyour responsibility to take all steps you consider necessary (including the use of filtering programs) to prevent
access to offensive orobscene content onthe Internet by children orminors who you allow to use your Internet
Service. You may obtain furtherinformation on contentfiltering products at the IIA website.

You must not use or attemptto use your Internet Service to make inappropriate contact with children or minors
who are not otherwise know to you.

You are responsible forany contentyou store, send or distribute on orvia our Network and systemsincluding,
but not limited to, contentyou place or post on web pages, email, chat or discussion forums, bulletin boards,
instant messaging, SMS and Usenet news. You must not use such services to send or distribute any content which
is prohibited, deemed obscene or offensive or otherwise unlawful under any applicable Commonwealth, State or
Territory law, including to send or distribute classes of restricted content to children or minors if thatis prohibited
or an offence undersuch laws.

Your failure to comply with these requirements may lead toimmediate suspension or termination of your

Internet Service without notice. If we have reason to believe you have used your Internet Service to access child

pornography or child abuse material, we are required by law to refer the matterto the Australian Federal Police.
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13.Regulatory Authorities

You must label or clearly identify any content you generally make available using your Internet Service in
accordance with the applicable classification guidelines and National Classification Code (issued pursuant to the
Classification (Publications, Films and Computer Games) Act 1995 (Cth)) orany industry code which appliesto
your use or distribution of that content.

Commonwealth legislation allows ACMA to direct us to remove from our Network and servers any content which
isclassified, orlikely to be classified, as 'prohibited' content. We also co-operate fully with law enforcement and
security agencies, includingin relation to court orders for the interception or monitoring of our Network and
systems. We may take these steps at any time without notice to you.

You must not hinderor prevent us from taking all steps necessary to comply with any direction from ACMA orany
otherlaw enforcementorsecurity agency. You acknowledge we reserve the right to limit, suspend orterminate
your InternetServiceif there are reasonable grounds for suspecting thatyou are engaginginillegal conduct or
where use of yourInternetService is subject to any investigation by law enforcement or regulatory authorities.

14.Complaints about content

If you have a complaint about contentaccessible using your Internet Service you may contact ACMA by filling out
an online complaint form at acma.gov.au, emailing online@acma.gov.au or faxing your complaint to the ACMA
Content Assessment Hotline Manageron (02) 9334 7799. Please note thatall complaints to ACMA mustbein
writing. You may alsoreporta complaint about contentviaemail.

15.Complaints about Spam

Allinternetand email service providers are required by the Internet Industry Code of Practice to maintain an
"abuse@" email address (or other email address as notified by the service provider) to allow end userstoreport
Spam. If you think you have been sent Spam by one of our subscribers, please contact us by emailing

abuse @ausinternet.net.au. If you think you have been sent Spam by a subscriber of anotherinternet or email
service provider, you may reportit by emailing that service providerat their"abuse @" email address or other
email address as notified by the service provider forthat purpose.

You can reportor make a complaintabout Spam you have received by contacting ACMA by filling outanonline
complaintformat acma.gov.au or viathe ACMA Spam Reporting System Spam Matters.

You may also make complaintsto other bodies about Spam where the contentisin some otherway offensiveor
contrary to law. For example, you may complainto ACMA about Spam that contains contentyou believeis
offensive orrelatestoonline gambling.

You can reporta Spam message that contains fraudulent or misleading and deceptive content (forexample, email
scams) to the Australian Competition and Consumer Commission (ACCC) viathe ACCC website by phoning 1300
302 502 (business hours, Monday to Friday).

The Australian Securities and Investment Commission (“ASIC”) also deals with certain complaints about the
contents of Spam messages, particularly with regard to fraudulent conduct by Australian businesses. The ASIC
website outlines the types of complaints they deal with, and has an online complaint form: www.a sic.gov.au (click
on 'Complaining About Companies or People').

If you are concerned thatyour personal information has been misused to send you Spam, the Office of the
Australian Information Commissioner (“OAIC”) recommends that you complain to the organisation first, espedally
if you know how to contact itand have had dealings withitinthe pastabout other goods or services. If the
matteris notresolved adequately, you can visitthe OAIC's website for details on how to make a complaint.

16.Suspension or Termination

We reserve the rightto suspendyourInternetServiceif you are in breach of this Policy, provided that we will first
take reasonable steps to contact you and give you the opportunity to rectify the breach within areasonable

period. Whatis reasonable in this context will depend on the severity of the problems being caused by the breach
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(forexample, if you commitaserious or continuing breach, it may be reasonable toimmediately suspend your
Internet Service without notice toyou).

If we notify you of a breach of your Spam Obligations, we will, at yourrequestandto the extent we are
reasonably able, supply you with information as to the nature of openrelays and suggested resolutions to assist
you to comply with your Spam Obligations.

Our rightto suspend your Internet Service applies regardless of whetherthe bre achis committed intentionally,
through misconfiguration, or by other means not authorised by you including but notlimited to through aTrojan
horse or virus.

If your Internet Service is suspended and the grounds upon which it was suspended are not corre cted by you
within seven days, we may terminateyourInternet Service. Inthe eventyourInternet Service isterminated, you
may apply fora pro rata refund of any pre-paid charges foryour Internet Service, but we will have the right to
levy a reasonable feeforany costsincurred as a result of the conduct that resulted in the suspension.

17.Changes

We may vary this Policy by updating this condition on our website or otherwisein accordance with the notice
provisions of your service agreement with us. Your continued use of your Internet Service after such notice will
constitute acceptance of the variation.
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Fair Use Policy

This Fair Use Policy (“Policy”) appliesto all services provided by us.

It isimportantto us that all eligible customers are able to access our services. Accordingly, we have devised this
Policy which appliesto:

e usage of ourservicesand plans; and
e any promotionsorservices which are advertised by us as subjectto this Policy (“Fair Use Promotions”).

We reserve the righttovary the terms of this Policy from time to time.

We may rely on this Policy where:
e your usage of our servicesis unreasonable; or
e your participationinaFairUse Promotionis excessive orunreasonable, as defined below.

1. Unreasonable Use

It isunreasonable use of ourservices where your use of ourservicesis reasonably considered by us to be
excessive, fraudulent orto adversely affect our network or other customers’ use of, oraccess to, one of our
services orour network.

Among otherthings, "fraudulent use" includes resupplying one of our services without our consent so that
someone else may access, or use, our data services or take advantage of a Fair Use Promotion.

2. Our Rights

Where you are in breach of this Policy, we may contact you to discuss changing your usage so that it conforms to
this Policy.

If, after we have contacted you, yourexcessive or unreasonable use continues, we may, without further notice to
you:
e suspendorlimitthe service (orany feature of it) forany period we thinkis reasonably necessary;and/or
e terminate youragreementwithus.
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Porting

“Porting” is defined as the transfer of a service from one carrier network to anothercarrier network.

1.

N

Local Number Portability (LNP)

The Porting of your telephone number(s) will be conducted in accordance with the “Australian
Communications Industry Forum, Industry Code —Local Number Portability C540:2013” (“LNP Code”) and any
bilateral arrangements. Subjectto the termsand conditions of the standard agreement, you may Portyour
telephone number(s) fromyour previous supplierto usif that Telephone Number(s) is declared Portable
underthe Telecommunications Numbering Plan 2015 and no exemption has been granted by the ACMA.
If you wish to Port your telephone number(s) from us toanothersupplier, then you must contact that other
Supplier. Porting from usto another supplierwillbe conducted in accordance with the LNP Code and any
otherbilateral agreements.
In orderfor usto Port your telephone number(s) you must complete and sign the relevant application forms,
which alsoincludes authority foran Emergency Return. Inorderfor the Port to proceed, this form must be
completedinaccordance with the LNP Code and any otherbilateral agreements.
In accordance with the LNP Code, a request for Porting shall be rejected if:
e therequestisforthe Porting of out of Area Numbers; or
o therequestisforthe Portingofa Non-Portable telephone number; or
o theLNP Coderequirestherequesttoberejected;or
e we cannot otherwise provide portability for that telephone number(s) in that circumstance.
We are able to provide you with the facility toimplement the Porting of your telephone number(s) outside of
your normal business hours of operation, if required. Additional costs apply and are priced on application.
We cannot Port yourtelephone number(s) and move the address of your telephone number on the same day.
If your telephone number(s) isinactive at the time of the Porting by us you must notify us as soon as the
phone number(s) becomes active.
We reserve the right to charge you for the Porting of a telephone numbers.
You acknowledge that by Porting the telephone number(s), any DSLSpectrum Sharing Service associated with
that telephone number(s)is disconnected and may resultin finalisation of the customer’s DSL/Spectrum
Sharingaccount forthe service.
You acknowledge that although you have the rightto Port your telephone number(s) to us, there may be costs
and obligations associated with the Port which may include early termination fees and Porting Fees.
You acknowledge that there may be fees and charges raised, in accordance with the LNP Code and agree that
you are responsibleforany such fees and charges. These include, but are not limited to:
o any outstanding call charges with your current provider;
o an earlyterminationfeeunderyourexisting contract with your existing provider; and
o afeeto Portyourtelephonenumber, which may be charged by eitheryour previous provider or
your new provider.

LNP Emergency Return

e Priorto signing ourapplication forms, you must negotiate and agree with your previous supplier
regardingthe service that could be providedinthe eventthatan LNP Emergency Return (as defined
below) isrequired.

e Ifyou have Portedyourtelephone numberaway from us, the terms and conditions setoutin this
standard agreement will apply toservice inthe eventthatan LNP Emergency Returnto us isrequired.

e Intheeventofan LNP Emergency Returnto your previous supplier, you may experience an extended
period of outage whilst the service from yoursupplieris restored.
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We will endeavourto assistyouinthe eventof an LNP Emergency Returnto us, in which you may

experience an extended period of outage whilstthe telephone numbers from us are being restored.

Actinginaccordance withthe LNP Code and any other bilateral agreements, inthe event of an LNP

Emergency Returntoyour previous supplier, we:

e will notify your previous Supplier of the LNP Emergency Return equipment; and

e are notliable toyouorany person claimingthroughyou, forany damage, loss, costs or expensesor
otherliability in contract, tort or otherwise directorindirect, fororinrelationtothe LNP Emergency
Return (includingthe negligent act or omission by us).

In the eventof an LNP Emergency Returnto us; we:

e are notresponsible forany period of outage; and

e are notliabletoyouorany person claimingthrough youforany damage, loss, costs or expenses or
otherliabilityin contract, tort or otherwise directorindirect, fororinrelationtothe LNP Emergency
Return (includingthe negligent act or omission by us).

The following LNP Emergency Return Charge is payable:

e Emergency Return pernumber: $275.00.

Number Porting Responsibilities

You must supportus in booking your PABX maintainerforthe port cut-overif requested, at your cost, and
agree to a port-cut-overtime outlined in an Implementation Schedule.
We may requestyouto performa customersite audit of the services to be Ported to us. You may be
requiredto provide asigned, written report of the services to be Ported to us. If theinformationis
incorrectthenyour port may fail or need tobe rescheduled and aPort Reschedule Charge willapply.
Where you require the Local Number Porting cut-over process to take place outside 9am-3pmon
Business Days, an after-hours cut-over charge of at least $715.00 may apply. There may also be
additional charges which are priced on application.
Once your Local NumberPortingtime is agreed in the Implementation Schedule, aPort Re-Scheduling
Charge will apply where:
e youor yourPABX maintainerrequestare-schedulewith lessthan 10 business days’ notice
e youor your PABX maintainerdo notarrive at least 60 minutes priorto the porting start time
detailedinthe agreed Implementation Schedule, or
e incorrectinformation provided by you oryour PABX maintainerin the customersite audit causes
the port to be rescheduled.
The following Port Rescheduling Charge are payable:
e Reschedulingaportof up to (andincluding) 10numbers: $495.00.
e Reschedulingaportof over10 and up to (andincluding) 20numbers: $990.00.
e Reschedulingaportof over20 numbers: $2200.00.

Authorisation

You certify that you have the authority as lessee of the telephone numbers listed on this form, oras the
authorised agentforthe lessee, to request Porting of these telephone numbers to us and that you or the
lessee (asthe case may be), do not have a contractual obligation with another carrier orservice provider,
relatingtothese telephone numbers.

You requestthatwe Port the telephone numbers listed and understand that Porting will resultin
disconnection of these telephone numbers from your current carrier and finalisation of the current
account(s) forthese telephone numbers. Youindemnify us againstany loss or damage it may suffer asa
requestof anyinformationincludedin thisform orthe above certification beingincorrect.
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You authorise usto obtain from our carrier the services details to facilitate this port for services you
advise.

“LNP Emergency Return” meansthe establishment of aninterim service by returntoyouroriginal service,
orifthat is not possible, establishment of an alternativeservice. The interim service will operate during
the LNP Emergency Return Request period. You will agree toand will seek agreement from your previous
suppliertothe terms and conditions of the supply of this service priortothe Porting. Thisincludes
agreeingtothe timeframeinwhichitwill be restoredinthe eventthatan LNP Emergency Returnis
required.

You agree that if an LNP Emergency Returnisrequired, we will requestan LNP Emergency Return from
your previous carrier during the LNP Emergency Return Request Period without further consultation with
you. You acknowledge thatyou have read and agree to the terms and conditions listed on this form.

You agree that any Telephone System Maintainerinstallation/cutover costs associated with this
transfer/Port to us will be payable by you, and that we are not liable forthis cost.
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Product Terms & Conditions

1. Rebill PSTN/ISDN

Rebill services referto Telstra Wholesale re-sold services, provided via the eBill platform that can be “rebilled” or
“churned” from one Telstra providerto another. This product suite includes:

J PSTN (Basic Telephone Service)

J ISDN2 (Cease sale fromthe 30™" June 2018)

) ISDN 10/20/30 (Cease sale fromthe 30" June 2018)
J Ancillary and add-on Services

Product Details & Specifications

e PSTNsare available with either residential or business features. An ABN isrequiredto obtaina Business
PSTN (if sole trader or trust, title, name and date of birth are alsorequired).

e ISDN2'sare available with eithera Primary and Auxiliary number, a GDN shared across 2 or more ISDN2’s,
or a 100 numberindial range. Additional monthly fees will apply forindial ranges.

e |SDN 10/20/30 are available with either 10, 20 or 30 Channels (concurrentcalls). ISDN 10/20/30’s
provided by usinclude a 100 numberindial range. Additional monthly fees will apply forindial ranges.

e You may requestactivation of anew numberforconnection ora transfer/ churn of an existing Telstra
service fromanotherprovider.

Service Activation

e Youunderstandthatitis yourresponsibility to check the terms of your contract with your current
providertodetermine if there willbe any consequences underthat contract as a result of connectinga
service with us (such as an early termination fee).

e We will providethe Service from the date the transfer or activation takes effect (we will notify you when
this happens).

e You authorise usto act on yourbehalf to facilitate the transfer of your service from another provider.

e Thedate the serviceistransferred oractivated with usisthe date the contract period of the service
begins.

e Churns/transfers of existing services generally takes up to 5 business days.

Service Cancellation

If you choose to cancel yourservice, youwill need tolet us know in writing.
e The Early Termination Fee (ETF) is $20.00 per service times the number of remaining monthsin the
contract period.

Order Withdrawal

If you withdraw an order with us, we will place aReverse Churn/Transferback to your previous provider. You
will be required to pay any charges and Service & Equipmentincurred forthe period yourservices were active
withus. Nowithdrawal fee will apply.

Faults

Telstrarepairfaults onthe service (up to the boundary of its network) between 8am and 7pm on business
days. Faultscan be logged viaourFaults desk 24/7/365.

Telstrawill generally aimtorepaira basictelephoneservice within the following timeframes afterthe fault has
beenlogged:
e wherethe faultcan be repaired ona basictelephone service without external orinternal plant work or
the needto attend a premises—within one working day;
e wherethe faultisthat a basictelephone service has beenincorrectly disconnected because of an
administrative error—within one working day;
e wherethe basictelephoneserviceisinanurban area— within one working day;
e wherethe basictelephoneservice isinamajor or minorrural area— withintwo working days; or
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e wherethe basictelephoneserviceisinaremote area —withinthree working days.

Services with faults can be diverted to a number of choice s during the fault condition. Call costs may be
applicable forany calls diverted. Faults that go beyond standard restoration times may be eligiblefor Customer
Service Guarantee Rebates—See Customer Service Guarantee (in this document).

Rebill PSTN, ISDN 2, ISDN 10/20/30 - Standard/Custom Plan Charges

Charges for Connectinga PSTN Service

Service Type Service Description First Connection Additional Connection

Existingtelephoneline Your new home or $59.00 $59.00
withouta technicianvisit | businesshasatelephone
line connectionfroma
previous occupier—
where a technicianvisitis
not required.

Existing telephoneline Your new home or $99.00 $75.50
with a technician visit business hasatelephone
line connectionfroma
previous occupier - where
atechnicianvisitis

required.
New Telephoneline Your new home or $240.00 $179.00
Connection business hasatelephone

line connectionfroma
service providerother
than Telstraor one does
not exist

Once off Charges for PSTN (if applicable)

Service Charge
Call Diversion (Number Only) $79.00
Change of Telephone Number $37.40
Connection of customerloop metering $46.20
Connection of Reversal on Answer $37.40
Fax Fix Fault (if you requestit) $59.00
Line Hunt Setup Fee (perrequest) $46.20
Message bank Away Connection Fee $48.40
Reconnection fee following final disconnection for non-payment (forall customers) $59.00
Supply of Rental Equipment (Telephone Handset) $20.00

Other Monthly Charges for PSTN (if applicable)

Service Monthly Charge
Abbreviated Dialling $3.00
Call Control $3.00
Call Diversion (Number Only) $24.96
Call Number Display $6.00
Calling Number Display Telephone $6.00
Cordless Rental Telephone $6.00
Customer Loop Metering $4.55
Delayed Hotline $3.00
Faxstream Duet Multiple Number $6.00
Operator Assisted Call (Per Call to 1234) $2.30
Instant Hotline $4.40
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Line Hunt — Call Circulate / Call Share

$6.00

Message Bank & Message bank Virtual $6.00
Message Bank Away $6.00
Multiple Number $6.00
Number Redirection 3 Months Prepaid $33.00
Number Redirection 6 Months Prepaid $66.00
Number Redirection 12 Months Prepaid $130.00
Number Redirection per 100 Number Block per month $109.95
Number Redirection per numberpermonth $30.00
Reversal on Answer $3.71
Smart Ring $4.40
Standard Rental Telephone $2.99
Local Number Portability Charges for PSTN (porting away from Telstra)
Service Charge
Per Number(Simple Port) $8.00
Faxstream, Centel Plus and Line Hunt Services (first 5numbers) $59.00
- each additional number $8.00

Charges for Connectingan ISDN 2 or 10/20/30 Service (Cease sale from the 30*" June 2018)

Service Type First Connection Additional Connection
ConvertingaPSTN to ISDN 2 or ISDN 2 Enhanced (one $230.00 $230.00
service) orISDN 2 DirectIndial service
Convertingfrom ISDN 2 to ISDN 2 Enhanced or Direct $230.00 $230.00
Indial service
Each new connection of any ISDN 2 service (per $390.00 $330.00
service)
Each in-place connection of ISDN 2 or ISDN 2 $130.00 $121.00
Enhanced (one service)
Each new connection and activation of ISDN 10/20/30

Per 10 channel service $2450.00

Per20 channel service $3300.00

Per30 channel service $3700.00
Activation of idle cannels on an existing ISDN $990.00
10/20/30 service (per 10 channels)
Each in-place connection of ISDN 10/20/30 (per $605.00
2Mbits link
Convertingfrom ISDN 2 or ISDN 2 Enhanced to ISDN $996.11 $996.11
10/20/30 (foreach 2 Mbit/s link)

Once off Charges for ISDN 2 or 10/20/30

Service Charge
Line Hunt alterationson ISDN 2 or ISDN 2 Enhanced services (per change) - adding or $55.00
removing anumber - rearranging numbers - removing numbers and creatinga new
ISDN service
Changing customerlessee orownership details on ISDN 10/20/30 services $110.00
Changing customerlesseeorownership details on ISDN 2 service $55.00
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Changingyournumberona ISDN 2 service $55.00
Emergency Redirection (foreach activation) $220.00
Local Number Portability Charges for ISDN 2, 10/20/30 (porting away from Telstra)

Service Charge

ISDN 10/20/30, ISDN 2 with Direct Indial (first 100 numbers) $840.00
- each additional 100 numbers $387.00

ISDN 2 (first5 numbers) $55.88
- each additional number $4.27

Other Monthly Charges for ISDN 2, 10/20/30 (if applicable)

Service

Monthly Charge

Call Transferservicex $7.50
Call Control ISDN 2x $3.30
Calling Number Display ISDN 10/20/30x $21.89
Calling Number Display ISDN 2x $10.51
DirectIndial (per 100 Number Block)x $70.00
Extension LevelBilling ISDN 10/20/30 with Direct Indial (perIndial Group) $98.00
Extension LevelBilling ISDN 2 with Direct Indial (perIndial Group) $21.00
Line Hunt ISDN 2 $8.00
Malicious call identification ISDN 2 $5.50
Multiple NumberISDN 2 (First 2 Numbers) Nil
Multiple NumberISDN 2 (each additional Number) $4.40
NumberRedirection ISDN 2and 10/20/30

Maximum of 12 Months »220.00
Operator Assisted Call (Per Call to 1234) $2.30

Rebill PSTN, ISDN — Access Plan Charges

Charges for Connecting a PSTN Service

Service Type Service Description First Connection Additional Connection
Existingtelephoneline Your new home or business $74.69 $74.69
withouta technicianvisit | hasatelephone line

connection from a previous

occupier—where a

technicianvisitis not

required.
Existing telephoneline Your new home or business $125.31 $95.58
with a technician visit has a telephone line

connection from a previous

occupier - where a

technicianvisitis required.
New Telephoneline Your new home or business $303.80 $226.49
Connection has a telephone line

connection from a service

provider other than Telstra

or one does not exist

Once off Charges for PSTN (if applicable)

Service Charge
Call Diversion (NumberOnly) $100.02
Change of Telephone Number $47.34
Connection of customerloop metering 58.48
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Connection of Reversal on Answer

$47.34

Fax Fix Fault (if you requestit) $74.69
Line Hunt Setup Fee (perrequest) $58.48
Message bank Away Connection Fee $61.27
Reconnectionfee followingfinal disconnection for non-payment (forall customers) $74.69
Supply of Rental Equipment (Telephone Handset) $25.31
Call Diversion (Number Only) $100.02

Other Monthly Charges for PSTN (if applicable)

Service Monthly Charge
Abbreviated Dialling $3.80
Call Control $3.80
Call Diversion (NumberOnly) $31.59
Call Number Display $8.35
Calling Number Display Telephone $8.35
Cordless Rental Telephone $8.35
Customer Loop Metering $5.76
Delayed Hotline $3.80
Faxstream Duet Multiple Number $8.35
OperatorAssisted Call (Per Call to 1234) $2.91
Instant Hotline $5.57
Line Hunt — Call Circulate / Call Share $7.59
Message Bank & Message bank Virtual $8.35
Message Bank Away $8.35
Multiple Number $8.35
Number Redirection 3 Months Prepaid $41.77
Number Redirection 6 Months Prepaid $83.55
Number Redirection 12 Months Prepaid 164.56
Number Redirection per 100 NumberBlock per month $139.17
Number Redirection pernumber permonth $37.97
Reversal on Answer $4.69
Smart Ring $5.57
Standard Rental Telephone $3.79
Local Number Portability Charges for PSTN (porting away from Telstra)
Service Charge
PerNumber (Simple Port) $10.12
Faxstream, Centel Plus and Line Hunt Services (first 5numbers) $74.69
- each additional number $10.12

Charges for Connectingan ISDN 2 or 10/20/30 Service (Cease sale from the 30™ June 2018)

Service Type First Connection Additional Connection
ConvertingaPSTN to ISDN 2 or ISDN 2 Enhanced (one $291.14 $291.14
service) orISDN 2 Direct Indial service

Converting from ISDN 2 to ISDN 2 Enhanced or Direct $291.14 $291.14

Indial service

Each new connection of any ISDN 2 service (per $493.69 $417.73
service)
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Each in-place connection of ISDN 2 or ISDN 2 $164.56 $153.17

Enhanced (one service)

Each new connection and activation of ISDN 10/20/30

Per10 channel service $3101.32

Per20 channel service $4177.29

Per30 channelservice $4683.63

Activation of idle cannels on an existing ISDN $1253.19

10/20/30 service (per10channels)

Each in-place connection of ISDN 10/20/30 (per $835.46

2Mbits link

Once off Charges for ISDN 2 or 10/20/30

Service Charge

Line Hunt alterationson ISDN 2 or ISDN 2 Enhanced services (perchange) - adding or $69.62

removinganumber - rearranging numbers - removing numbers and creatinganew

ISDN service

Changing customerlessee orownership details on ISDN 10/20/30 services $139.24

Changing customerlesseeor ownership details on ISDN 2 service $69.62

Changingyournumberona ISDN 2 service $69.62

Emergency Redirection (for each activation) $278.49

Local Number Portability Charges for ISDN 2, 10/20/30 (porting away from Telstra)

Service Charge

ISDN 10/20/30, ISDN 2 with Direct Indial (first 100 numbers) $1063.32
- each additional 100numbers $489.88

ISDN 2 (first 5 numbers) $70.74
- each additional number $5.40

Other Monthly Charges for ISDN 2, 10/20/30 (if applicable)

Service Monthly Charge
Call Transferservice $9.50
Call Control ISDN 2 $4.18
Calling Number Display ISDN 10/20/30 $27.71
Calling Number Display ISDN 2 $13.30
Direct Indial (per 100 Number Block) $88.61
Extension LevelBilling ISDN 10/20/30 with Direct Indial (per Indial Group) $124.05
Extension LevelBilling ISDN 2with Direct Indial (perIndial Group) $26.58
Line Hunt ISDN 2 $11.12
Malicious call identification ISDN 2 $6.96
Multiple NumberISDN 2 (First 2 Numbers) Nil
Multiple NumberISDN 2 (each additional Number) $5.57
NumberRedirection ISDN 2 and 10/20/30

Maximum of 12 months 2278.49
Operator Assisted Call (Per Call to 1234) $2.91
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Rebill PSTN, ISDN — Value and Premium Plan Charges

Charges for Connectinga PSTN Service

Service Type Service Description First Connection Additional Connection
Existingtelephoneline Your new home or $79.73 $79.73
withouta technicianvisit | business hasatelephone

line connectionfroma

previous occupier—

where a technicianvisitis

not required.
Existingtelephoneline Your new home or $133.78 $102.03
with a technicianvisit business hasatelephone

line connectionfroma

previous occupier - where

a technicianvisitis

required.
New Telephoneline Your new home or $324.31 $241.89
Connection business hasatelephone

line connectionfroma

service providerother

than Telstraor one does

not exist

Once off Charges for PSTN (if applicable)

Service Charge
Call Diversion (Number Only) $106.77
Change of Telephone Number $50.54
Connection of customerloop metering $62.43
Connection of Reversal on Answer $50.54
Fax Fix Fault (if yourequestit) $79.73
Line Hunt Setup Fee (perrequest) $62.43
Message bank Away Connection Fee $65.40
Reconnection fee following final disconnection for non-payment (forall customers) $79.73
Supply of Rental Equipment (Telephone Handset) $27.02

Other Monthly Charges for PSTN (if applicable)

Service Monthly Charge
Abbreviated Dialling $4.06
Call Control $4.06
Call Diversion (Number Only) $33.73
Call Number Display $8.92
Calling Number Display Telephone $8.92
Cordless Rental Telephone $8.92
CustomerLoop Metering $6.15
Delayed Hotline $4.06
Faxstream Duet Multiple Number $8.92
Operator Assisted Call (Per Call to 1234) $3.11
Instant Hotline $5.95
Line Hunt — Call Circulate / Call Share $8.10
Message Bank & Message bank Virtual $8.92
Message Bank Away $8.92
Multiple Number $8.92
Number Redirection 3 Months Prepaid $44.59
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Number Redirection 6 Months Prepaid

$89.19

Number Redirection 12 Months Prepaid $175.67
Number Redirection per 100 Number Block per month $148.57
NumberRedirection pernumberpermonth $40.54
Reversal on Answer $5.01
Smart Ring $5.95
Standard Rental Telephone $4.04
Local Number Portability Charges for PSTN (porting away from Telstra)
Service Charge
PerNumber (Simple Port) $10.81
Faxstream, Centel Plus and Line Hunt Services (first 5numbers) $79.73
- each additional number $10.81

Charges for Connectingan ISDN 2 or 10/20/30 Service (Cease sale from the 30*" June 2018)

Service Type First Connection Additional Connection
ConvertingaPSTN to ISDN 2 or ISDN 2 Enhanced (one $310.80 $310.80
service) orISDN 2 Direct Indial service
Convertingfrom ISDN 2 to ISDN 2 Enhanced or Direct $310.80 $310.80
Indial service
Each new connection of any ISDN 2 service (per $527.02 $445.93
service)
Each in-place connection of ISDN 2 or ISDN 2 $175.67 $163.51
Enhanced (one service)
Each new connection and activation of ISDN 10/20/30
Per 10 channel service $3310.70
Per20 channelservice $4459.32
Per30 channelservice $4999.85
Activation of idle cannels onan existing ISDN $1337.80
10/20/30 service (per 10 channels)
Each in-place connection of ISDN 10/20/30 (per $891.86
2Mbits link

Once off Charges for ISDN 2 or 10/20/30
Service Charge
Line Hunt alterationson ISDN 2 or ISDN 2 Enhanced services (per change) - adding or $74.32
removinganumber- rearranging numbers - removing numbers and creatinganew
ISDN service
Changing customerlessee orownership details on ISDN 10/20/30 services $148.64
Changing customerlessee orownership details on ISDN 2 service $74.32
Changingyournumberona ISDN 2 service $74.32
Emergency Redirection (for each activation) $297.29
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Local Number Portability Charges for ISDN 2, 10/20/30 (porting away from Telstra)

Service Charge

ISDN 10/20/30, ISDN 2 with Direct Indial (first 100 numbers) $1135.10
- each additional 100numbers $522.96

ISDN 2 (first5 numbers) $75.51
- each additional number $5.77

Other Monthly Charges for ISDN 2, 10/20/30 (if applicable)

Service Monthly Charge
Call Transferservice $10.14
Call Control ISDN 2 $4.46
Calling Number Display ISDN 10/20/30 $29.58
Calling Number Display ISDN 2 $14.20
Direct Indial (per 100 Number Block) $94.60
Extension LevelBilling ISDN 10/20/30 with Direct Indial (per Indial Group) $132.43
Extension LevelBilling ISDN 2 with Direct Indial (perIndial Group) $28.38
Line Hunt ISDN 2 $10.81
Malicious call identification ISDN 2 $7.43
Multiple NumberISDN 2 (First 2 Numbers) Nil
Multiple NumberISDN 2 (each additional Number) $5.95
Number Redirection ISDN 2and 10/20/30 $297.29
Maximum of 12 months

Operator Assisted Call (Per Call to 1234) $3.11
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2. Optus Evolve Voice, Evolve Directline, Multiline & AAPT ISDN

This product refers toa number of analogue ordigital voice services delivered as follows:

Service Type Digital/Analogue Delivery Method
Optus Evolve Voice Digital Copper/Fibre (ONNET)
Optus Evolve Directline Analogue Copper/Fibre (ONNET)
Optu§ Multilipe Digital Copper/'Fibre (ONNET)
(Churn of existing servicesonly) Megalink (OFFNET)
AAPTISDN Digital Copper/Fibre (ONNET)

Product Details & Specifications

e You may requestactivation of anew service connection oratransfer/ churn of an existing service from
anotherprovider, except for AAPTISDN, which requires anew installation atall times.

e You may portexistingnumbers from otherprovidersintoyourservicewith usvia Local Number
Portability.

Service Activation

e Youunderstandthatitis yourresponsibility to check the terms of your contract with your current
provider, todetermineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

e We will providethe service from the date the transfer or activation takes effect (we will notify you when
this happens)

e You authorise usto act on your behalf tofacilitate the transfer of your service from another provider.

e Thedate the serviceistransferred oractivated with usis the date the contract period of the service
begins.

e You are responsible forensuring yourinternal wiringisin-place and adequate before the service is
installed. Inthe eventyourinternal wiringis not suitable, you would be responsible for upgrading this, at
your expense, before yourordercan proceed. Inthe eventyou decide to withdraw the orderinstead of
proceeding with the upgrade, awithdrawal fee may apply (referto Order Withdrawal).

o ForFibre delivery methods, there may be additional fees (Feefor Service)to deliver the service to
your Communications Room. Inthe eventthata Fee for Service applies, you will have the option
to proceed and be charged the Fee for Service immediately, or have the works completed by your
own contractor. If you do not proceed with the order, withdrawal fees willapply.

o For Copperdelivery methods, there is a possibility that there is noavailable copperin the street
to deliverthe service. Inthe eventthis occurs, you can either nominate the required number of
PSTN linestosacrifice, oryou may withdraw the orderwithout penalty. If you electto attemptto
connectnew linesviathe Telstranetwork to then nominate sacrifice, we are not responsible for
any costsyou incurand there isa possibility they may not be suitable foruse.

e We willinstallaNTU (“Network Terminating Unit”) into your premises at your service demarcation point.
Please referto general terms and conditions, Clause 13.

e Installation of all products and services within this product suite will always requirea minimum of 2 site
visits by our contractors, howevermore visits may be required.

Optus Evolve Voice, Multiline, Multiline MAX, Evolve Voice Flat Rate Installation Charges (if applicable) - 24
Months Contract

ON NET (on Optus Network) Delivery

| Multiline 10, 20, 30 | $0.00
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Optus Multiline Installation Charges (if applicable) — 24 Months Contract

OFF NET (Via Telstra Megalink) Delivery

Multiline 10 $1760.00
Multiline 20 $3520.00
Multiline 30 $5280.00
Additional Channel Install $176.00 perchannel

Optus Evolve Directline Installation Charges (if applicable) — 36 Months Contract

| New Service | $0.00 |

AAPT ISDN Installation Charges (if applicable) — 36 Months Contract

| ISDN 10/20/30 | $0.00 |

Service Relocation

You can relocate your service any anytime by providing arequestin writing.
e Relocationmayresultinanincrease inyourmonthly price if you are serviced by adifferent upstream
carrier than currently providesyourservice.
e Therelocationof aservice, will resultinanew contract period applying fromthe date the new service is
activated forthe term selected by you.
e Aninstallationfeewillapply forrelocations perbelow.
o Evolve Voice & Multiline

=  ONNET: $33.00 per line/channel

=  OFFNET: $176.00 perline/channel
o Evolve Directline

=  ONNET: $190.00 perline/channel

o AAPTISDN 10/20/30
= Withinthe same building: $1250.00
* Tonew building/site: $1900.00

Service Cancellation

If you choose to cancel yourservice, you will needtoletus know in writing with 30 days’ notice.
e Theearlyterminationfee (ETF)istotal monthly line rental, plan fee or minimum monthly commitment
(Service & Equipment Charges) times the number of remaining monthsinthe contract period.
e A 30 day cancellationfee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee applies as detailed below. The withdrawal request
must be received inwriting 2business days before the scheduled cutover of your service otherwise standard early
termination fees as detailed in “Service Cancellation” above apply.

e OrderWithdrawal Fee: $33.00 per Line/Channel (ONNET)
e OrderWithdrawal Fee: $176.00 perLine/Channel (OFFNET)

Faults

e Optus & AAPTrepairfaultson the service (up tothe boundary of theirnetwork) 24/7in Metro areas
(excluding 3rd Party), and 7am to 9pm Monday to Saturdayin Regional Areas. Faults can be logged
24/7/365.

e Shouldyourequire atemporary network level diversion to be activated, the charge is $275.00 to establish
thisdiversionforaperiod of up to 1 week (where the fault does not exist within the network). You may
be requiredto presentabusiness case asto why this diversion should be activated. Inthe eventyour
diversionisapproved, it may take up to 4 hours to activate and 4 hoursto remove.
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Services with faults can be diverted to anumber of choice during the fault condition. Call costs will apply
for any callsdiverted.

The service provided is abest efforts service. There are nofinancial rebates available forservice
performance, uptimeorfault conditions.

You will be required to assist with areasonable level of troubleshooting to assist us in identifying the
cause of the service difficulties.

If the eventafaultneedstobelodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee being chargedin the event no faultis found with ourservice.

In the eventthe faultlies beyond the network boundary point as defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.
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3. Inbound 13, 18, 1300, 1800

Inbound 13/18/1300/1800 numbers (hereinreferred toasInbound) referto FLRN (Free-phoneand local rate
numbers) as detailed by the ACMA, delivered through us viathe Optus TAS ( “Total Access Service”) platform.

Product Details & Specifications

e 13- A6digitInbound numberbeginningwith 13- Fixed untimed cost to the person calling (landline)

e 18— A6 digitInbound numberbeginning with 18— Free call to the person calling (landline)

e 1300 - A 10 digitInbound numberbeginning with 13— Fixed untimed cost to the person calling (landline)

e 1800 — A 10 digitInbound numberbeginning with 18 — Free call to the person calling (landline)

e You may requestactivate of anew numberfrom our available list,or Portan existing numberyou have
fromanothercarrier. We can also activate Smart Numbers that you have purchased from
www.smartnumbers.gov.au.

e Theservice requiresatermination point—a landline or mobile number.

e Theservice can be configured with asingle termination point, or complex termination (areas, locations,
time / day).

Service Activation

e Youunderstandthatitis yourresponsibility to check the terms of your contract with your current
provider, to determineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

e We will providethe service from the date the transferoractivation takes effect (we will notify you when
this happens).

e You authorise usto act on your behalfto facilitate the transfer of your service from another provider.

e Thedate the serviceistransferred oractivated with usis the date the contract period of the service
begins.

Service Cancellation

If you choose to cancel yourservice, you will need tolet us know in writing.
e Theearlyterminationfee (ETF)is $20.00 perservice timesthe numberof remaining monthsinthe
contract period.
e A 30 day cancellationfee (total minimum monthly cost of service) applies from Service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee of $30.00 per Service applies. The withdrawal
request mustbe receivedinwriting 2 business days before the scheduled cutover of your service otherwise
standard early termination fees as detailed in “Service Cancellation” above apply.

Faults

e Theservice providedisabesteffortsservice. There are nofinancial rebates availableforservice
performance, uptime orfault conditions.
e Intheeventyou have service difficulties, you can notify our Customer Service Team.

e Youwillberequiredtoassistwithareasonable levelof troubleshooting to assist usin identifyingthe
cause of the service difficulties.
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4. SIP

This product refers to:

A voice productdelivered either overthe internet or private access method into our SIP platformvia
either Engin orVocus.

Thisis a voice channel that allows connection fromyour PBX, ATA, IP Phone or Softphone to make and
receive calls. Thiscanalso be provided as an eFax or Fax-to-Email service.

Product Details & Specifications

Service

Service

A SIP Trunk consists of multiple components.
o Channels, ornumber of concurrentcalls;

o Indials, ornumberof numbersyouhave;
o Trunks, or numberof unique services, with unique configuration details.

All SIP services come with 1telephone numberforeach trunk ordered. Forbusiness customers,
additional numbers are available atan additional cost and will be configured as a DIDs (Direct Indials). We
may provide out of area geographicnumbers when you request new numbers foryour SIP Service. Itis
important to note:

o Ifyourequestoutofarea geographicnumbersyou may be unable to port these numbersto

anothercarrierwhenyouchoose to leave us.

International calling barred by default on all SIP Services. If you wish to make international calls, please
contact our customer service teamto have international calling activated.
You can port yourexistingnumbers overto us under Local Number Portability —See Porting.
You are able to electto have the outgoing CLI of the SIP Trunk overstamped with anothernumber. This
number must be a full national number (e.g. 021234 5678) and must be a numberthatyou own and
portedto yourSIP Service provided by us. Thisnumberwill display on youroutgoingcalls. If youdo not
electtooverstamp a number, your numberwill be private or display the number of the trunk orindial.

Activation

You understand thatitis your responsibility to check the terms of your contract with your current
provider, to determineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

We will providethe service fromthe date the SIP trunk is activated (we will notify you when this
happens).

You authorise us to act on your behalf tofacilitate the transfer of your service from another provider.
The date the SIP trunk is activated with usis the date the contract period of the service begins.

Cancellation

If you choose to cancel yourservice, you will needtolet us know in writing.

The early termination fee (ETF) is the total of all monthly trunk & Concurrent call charges times the
number of remaining monthsinthe contract period.

A 30 day cancellation fee (total minimum monthly cost of service) ap plies from Service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee of $110.00 applies. The withdrawal request must
be receivedinwriting 2business days before the scheduled cutover of your service otherwise standard early
terminationfeesas detailed in “Service Cancellation” above apply.

Faults

The service providedisabest effortsservice. There are nofinancial rebates available forservice
performance, uptimeorfault conditions.
In the eventyou have service difficulties,you can notify our Customer Service Team.
You will be required to assist with areasonable level of troubleshooting to assist usinidentifying the
cause of the service difficulties.
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In the eventafaultneedstobe lodged with our upstream carrier, you agree to the possibility of an
Incorrect Callout Fee being charged inthe eventnofaultis found with ourservice.

In the eventthe faultlies beyond the network boundary pointas defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.

You are responsible for providing appropriate, correctly configured hardware ( modem, router, switches
etc.) as required to use yourservice.
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5. NBN Voice

This product refers to:
e Avoice productdelivered viathe National Broadband Network (“NBN”), Fibre to the Premises Service
(“FTTP”), also known as a UNI-V Service.
e Thisis avoice channel that allows connection from you PBX or Analogue phone to make and receive
phone calls.
e Forallother NBN service details, pleasesee “DataServices— NBN”

Product Details & Specifications

e A maximumof2 UNI-V services can be activated per NBN Service.
e You can Port yourexisting numbers (max 2) overto us underLocal Number Portability —See Porting. This
excludes ports from Symbio.

Supported NBN Voice Features
e C(Callbarring

Call forwarding

CallerID/block

Caller numberdisplay

Call waiting

Callsto 000 Emergency

Calls to local and national numbers

Callsto Australian mobiles

e Callsto free phone andlocal rate numberssuch as 13, 1300 and 1800
Directory assistance and operatorassisted numbers

e Local NumberPortability

Not Available NBN Voice Features
e Callsto numbersstarting with 19/1900 and 0500 or Universal International Freephone Numbers
e Linehunt
e Medical services
e Preselectoroverride to othercarriers
e Priority Assistance

Service Activation

e Youunderstandthatitis yourresponsibility to check the terms of your contract with your current
provider, todetermineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

e We will providethe service from the date the transfer or activation takes effect (we will notify you when
this happens).

e You authorise usto act on your behalf to facilitate the transfer of your service from another provider.

e The Date the service istransferred oractivated with usisthe date the contract period of the service
begins.

Service Cancellation

If you choose to cancel yourservice, you will needtolet us know in writing.
e Theearlyterminationfee (ETF)is $20.00 perService timesthe numberof remaining monthsinthe
contract period.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal
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If you withdraw the order priorto activation awithdrawal fee of $110.00 applies. The withdrawal request must
be receivedinwriting 2 business days before the scheduled cutover of your service otherwise standard early
termination feesas detailed in “Service Cancellation” above apply.

Service Relocation

You can relocate your service any anytime by providingarequestin writing.
e Relocationmayresultinanincrease inyourmonthly price if you are serviced by adifferent upstream
carrier than currently provides yourservice.
e The Relocation of a service, will resultin anew contract period applying from the date the new service is
activated forthe term selected by you.
e |fwe areunabletorelocate yourservice, early termination fees (ETF) willapply. Referto Service
Cancellation.

Faults

e Theservice providedisabesteffortsservice. There are nofinancial rebates availableforservice
performance, uptimeorfault conditions.
¢ Inthe eventyou have service difficulties, you can notify our Customer Service Team.
e You willberequiredtoassistwithareasonable level of troubleshooting to assist usin identifyingthe
cause of the service difficulties.
e Intheeventafaultneedstobe lodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee being chargedin the event nofaultis found with ourservice.
e Intheeventthefaultliesbeyondthe network boundary pointasdefined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.
You are responsible for providing appropriate, correctly configured hardware (phone or phone system etc.) as
requiredto use the service.
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6. CloudOffice — CloudPBX

This product refers to:

A voice productdelivered either overthe internet or private access method into our CloudPBX platform.
Our CloudPBXisabusiness grade offering that exists as a fully featured alternative to traditional on -site
PBX systems. Thisproduct may be sold as eitherstand alone or bundled with internet access/private VPN
tail.

Product Details & Specifications

Itisa condition of sale forthis product that you must use handsets provided by us. These handsetsare
selected froman approved listand are provided to you pre-configured as perthe requirements you
provide us. Inthe eventyou use a softphone orattemptto configure these services on hardware not
provided by us, you will be in breach of our service terms and conditions and may have your service
terminated.
Hardware can eitherbe purchased outright, orin rental agreements of varying duration. Hardware
purchased outright comes witha 12 months manufacturer warranty. Hardware purchased underarental
agreementwill be warranted (under a manufacturer’s warranty and terms and conditions) for the term of
the rental agreement.
All hardware carry a return to base warranty unless otherwise stated. No advance replacement available.
You will need to pay forall shipping and insurance fees when sending hardware to us. We will pay
shippingfees when sending hardware back you.
There is no buy back option at the end of the rental term. We will continue to bill you untilthe service has
been terminated with us oryou have the optionto resign anew rental agreement along with new
hardware.
If you or we terminate yourrental agreement, you are responsible for returning the handsets within 30
days, or the cost of the handsets will be invoiced to you.
All CloudPBX services come with 1 new telephonenumber. Additionalnumbers are available for
purchase inincrements of 1. We may provide out of area geographicnumbers whenyourequest new
numbers foryour CloudPBX Service. Itisimportantto note:

o Ifyourequestoutofarea geographicnumbers, you may be unable to port these numbersto

anothercarrierwhenyouchoose to leave us.

You can port your existing numbers over to us under Local Number Portability —See Porting
You are able to electto have the outgoing CLI of the CloudPBX over stamped with another number. This
numbermust be a full national number (e.g. 021234 5678) and mustbe a numberthatyou ownand
portedto your CloudPBX service provided by us. This numberwill display on youroutgoingcalls. Ifyou
do notelectto overstampa number, yournumberwill be private or display your main CloudPBX number
orindial.
Callsto premium numbers such as 19/1900 numbers are blocked by default on our CloudPBX Service and
cannot be activated.
Upon request, we are able to provide you with access to the CloudPBX portal, where you can perform
basicAdds/Moves/Changesto yourown services. Alternatively, simply call our Customer Service team for
all Adds/ Moves and Changes (remote work only).
You will be required to provide detailed descriptions of the call flow and dial plan requirements you have
for this service. We are unable to proceed with your order unless you have provided us with your
configuration requirements.

Service Activation

You understand thatitis yourresponsibility to check the terms of your contract with your current
provider, to determineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

We will providethe service from the date the transfer oractivation takes effect (we will notify you when
this happens)

Billing of your CloudPBX commences upon shipment of the Equipment to you. (General Terms &
Conditions Clause 13)
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You authorise us to act on your behalf to facilitate the transfer of your service from another provider.

The date the service is transferred oractivated with usis the date the contract period of the service
begins.

Service Cancellation

If you choose to cancel yourservice, youwill need to let us know in writing.

The early termination fee (ETF) is the total of all monthly charges and hardware rental charges (if
applicable) times the number of remaining monthsinthe contract period.

A 30 day cancellation fee (total minimum monthly cost of service) applies from Service cancellation date
(The day we accept your cancellation request).

If you cancel your service, outside the contract period, then you will need to return any hardware
suppliedasarental. (See General Terms & Conditions Clause 13).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee of $475.00 applies. The withdrawal request must
be receivedinwriting 2business days before the scheduled cutover of your service oth erwise standard early
terminationfeesas detailed in “Service Cancellation” above apply.

Faults

The service providedis abest effortsservice. There are no financial rebates available forservice
performance, uptime orfault conditions.

In the eventyou have service difficulties,you can notify our Customer Service Team.

You will be required to assist with areasonable level of troubleshooting to assist usinidentifying the
cause of the service difficulties.

In the eventafaultneedstobe lodged with our upstream carrier, you agree to the possibility of an
Incorrect Callout Fee beingchargedinthe event no faultisfound with ourservice.

In the eventthe faultlies beyond the network boundary point as defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.

You are responsible for providing appropriate, correctly configured hardware (modem, router, switches
etc.) as required to use the service.
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7. CloudOffice — Virtual Machine
Product Details & Specifications

The CloudOffice —Virtual Machine (VM) operate on Microsoft’s Hypervisor. A hypervisoris also known as a Virtual
Machine Manager (VMM) and its sole purpose is to allow multiple “machines” to share a single hardware
platform. Operating systems are designed so that they have a one-to-onerelationship with the hardware they are
runningon, but with multi-core, multi-threaded processors and large amounts of RAM, running multiple
platforms atonce.

The Virtual Machine can be provided with Microsoft Server 2016 or you can bring your own operating system (For
example: Linux, Mitel, etc.).

Our Virtual Machines are located at either NEXT DC or Equinix Data Centres however private access to 23 other
Data Centres nationally are also available.

Service Activation

e Youunderstandthatitis yourresponsibility to check the terms of your contract with your current
provider, todetermineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

e We will providethe service from the date the activation takes effect (we will notify you when this
happens).

e Thedate the serviceisactivated with usisthe date the contract period of the service begins.

e Compleximplementations may require Level 3engineering support and additional pricing willapply.

Service Cancellation

If you choose to cancel yourservice, youwill need to let us know in writing.
e Theearlyterminationfee (ETF) is the total of all monthly charges times the number of remaining months
inthe contract period.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from Service cancellation date
(The day we acceptyour cancellation request).
e Youwill needtoensure all datahas beenremoved from the Virtual Machine beforeyou requestto
terminate yourservice. Once yourservice has been terminated, all data will be lost.

Order Withdrawal

If you withdraw the order priorto activation, awithdrawal fee of $1500.00 applies. The withdrawal request must
be receivedinwriting 7 business days before the scheduled cutover of your service otherwise standard early
termination fees as detailed in “Service Cancellation” above apply.

Faults

e We, our employees, contractors and agents shall in no circumstances be underany liability forany
consequential orindirect loss or damage suffered by you or any other party.

e Intheeventyouhave service difficulties,you can notify our CustomerService Team.

e You will berequiredtoassistwithareasonable level of troubleshootingto assist usinidentifyingthe
cause of the service difficulties.

e Ifthe eventafaultneedstobelodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee being chargedinthe eventno faultisfound with ourservice.

e You are responsible forthe maintenance and condition of all data stored on the CloudOffice - Virtual
Machine.

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 60



8. Data Services — NBN

This product refers to:

A National Broadband Network (NBN) service delivered into our Next Generation Network (NGN), viaa
variety of access tailsand/orspeeds, or; “NGN nbn™”.

A National Broadband Network (NBN) service, delivered as aresale of the AAPTIPLINE Service (previously
known as Business Broadband). “Business Broadband”.

A National Broadband Network (NBN) service, delivered as aresale of the AAPT National Wholesale
Broadband Service (previously known as Consumer Broadband). “Consumer Broadband”.

Product Details & Specifications

The NGN nbn™ service provides you with access to the government owned National Broadband Network
as builtby NBN Co. The aim of the nbn™ is to provide equal and ubiquitous internet access to Australian

consumers and businesses.

Please note this productis a best effort, TrafficClass 4 or TC4, consumer grade offering —and should not

be used for real-time, latency sensitive business applications.

NGN nbn™ connectivity may be provisioned using optical fibre cable, coaxial cable, copper pairusually
used as a standard telephone line or fixed wireless technology depending on the technology available at
the customers premises.

NGN nbn™ is offered using shared access networks. Data transferrates, latency, latency variation (jitter)
and line attenuation are dependent upon many factors, and may vary during the day, location or other
factors. NGN nbn™ may not be suited to some applicationsthat are sensitive to such network
parameters. Unless your Service specifies astatic(i.e. non-changing) IPv4address, we may provide it
usingdynamiclPv4addresses, CG-NAT or equivalent service that may change periodically. The periodic
changing of dynamiclPv4 addressesis normal network behaviourand not a fault.

For Business Customers, staticIPv4addresses are available at an additional cost as peryour application
form. Static IPv4addresses are notavailable for consumer customers.

There are nofurtherIPv4 addresses available to anindividual service from us. IPv4addresses supplied by
us remain our property and cannot be transferred toyour new provider.

Unless specified onyour account application, ournbn™ services do notinclude anbn™ modem/router.
You can provide yourown nbn™ modem/router or purchase one from us.

If your nbn™ service is delivered on nbn™ FTTB/N/Candis not capable of deliveringthe top speed for
your plan, we will send you an email stating yourline speed as determined by nbn™ within 3weeks of
your service beingactive. We will provide you with the option to downgrade to alower plan (if possible),
or cancel your plan, in each case without charge.

Your nbn™ service will not operate inthe event of a power outage unless yournbn™ service is connected
using FTTP and a nbn™ battery back up unitis installed and working. nbn™ battery back upis not
available through National Telefonix Pty Ltd.

Before orderingan nbn™ service, if you have any medical or security alarm services, you should contact
your current providerto checkif your services are compatible with yournbn™ services and identify what
alternativesare available if they are not. If you have a medical alarm, National Telefonix Pty Ltd
recommendsyouregister your medical alarm service onthe NBN Medical Alarm Register at
www.nbnco.com.au. If you are considering purchasinga home phone with your nbn™ service and have a
serious orlife-threatening medical condition, the National Telefonix Pty Ltd service is not suitable foryour
needs.

Service Access Types

The NGN nbn™ is delivered to customers using a mix of technology types. The type of technology that will
connectyour customers tothe nbn™ network will depend on yourlocation.

The access methods availableforthis service are asfollows:
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e Fibretothe Premises(FTTP)
e Fibretothe Node (FTTN)

e Fibreto the Building (FTTB)
e Fibreto the Curb (FTTC)

e FixedWireless (FW)

e Hybrid Fibre Coaxial (HFC)

Available nbn™ Speeds

Speed (Mbps)* FTTPA FTTB/N/C & HFCA Fixed Wireless**A
Up to 12M/1M Yes Yes 12M/1M Yes 12M/1M

Up to 25M/5M Yes Yes 25M/5M Yes 25M/5M

Up to 25M/10M Yes 25M/5M-10M N/A

Up to 50M/20M Yes Yes 25M-50M/5M-20M Yes 25M-50M/5M-20M
Up to 100M/40M Yes Yes 25M-100M/5M-40M | N/A

* The advertised speeds offer the theoretical speed options for the Service via the nbn™ UNI-D port ona Fibre to the Premise or Fixed
Wireless service,andthelinerate on a VDSLmodemon a FTTB/N/C service. FTTB/N/C and HFC services have a speed range. For
FTTB/N/C and HFC services nbn™ will only provide supportfor an End Users Service line rate speed thatis belowthe bottom of the
range (i.e. experiencing less than 25Mbps downstreamon a 25-50/5-20 Mbps service.

** For customers with an Existing nbn™ Fixed Wireless NTD, who wish to order a 25-50/5-20 service upgrade, this will only be available
ifa compatible NTD is available

A Battery Backups are not included on all nbn™ access types - FTTP, FTTB/N/C, HFC or Fixed Wireless

NBN New Development Charge

The Australian Government have released a policy regarding charges for building new telecommunications
infrastructure in developmentareas. Previously nbn™ were responsible for meeting the cost of providing fibre to
new developments, however, this new policy stipulates the cost will now be passed onto both the developers and
actual households that are being connected.

As of 15t April 2016, nbn™ will implement a $300.00 charge for all connections made in areas they have identified
as withinthe boundary of a new development. If you are in a greenfield ornew development area, as determined
by nbn™, and want to get connected to the nbn™ network, then the $300.00 fee will apply.

The new development feewillapplyinthe followinginstances:

The first connection at a premisesinanewly developed area (i.e. asuburb with no pre-existing
telecommunications infrastructure).

The first connection(s) ata premisesin an established areain the rare instance that a developer has
increased the number of dwellings on the same plot of land (e.g. demolished asingle houseand builta
block of units).

New customers signing up for Fibre to the Premises (FTTP) services where there is no connection that has
been established. In most cases these would be in newly developed areas.

Service Activation & Transfer of Services

For NBN FTTB/N/C, if there are no vacant or inactive copperlinesto your premises, you can nominate a
compatible phone line to be sacrificed foryour nbn™ service. Once the phone line has been sacrificed,
youwill nolongerbe able to useitas a voice line and you may lose the telephonenumber. Otherwisea
new line can be connected foryour nbn™ and there will be a once-off installation charge of $299.00.
You understand thatitis your responsibility to check the terms of your contract with your current
provider, to determineif there will be any consequences underthat contract as a result of connectinga
service with us (such as an early termination fee).

We will providethe service from the date the activation takes effect (we will notify you when this
happens)

You authorise usto act on your behalf to facilitate the transfer of your service fromanother provider. The
date the serviceistransferred oractivated with usis the date the contract period of the se rvice begins.

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 62



Email Addresses & Outgoing Mail Server
An email address and outgoing mail (SMTP) serveris not provided with this service.

Service Cancellation
If you choose to cancel yourservice, you will need toletus know in writing.

For NGN nbn™
e Ifthe service iswithin contract, an early termination fee of $180.00 applies.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).

For Business Broadband
e [fthe serviceiswithin contract, an early termination fee of the monthly plan cost times the number of
remaining monthsin the contract.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).

For Consumer Broadband
e Ifthe serviceiswithin contract, an early termination fee of $185.00 applies.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee applies as detailed below. The withdrawal request
must be received in writing 2business days before the scheduled cutover of yourservice otherwise standard early
termination fees as detailed in “Service Cancellation” above apply.

For NGN nbn™
e A withdrawal fee of $60.50 applies.

For Business Broadband
e A withdrawal fee of $99.00 applies.

For Consumer Broadband
e A withdrawal fee of $99.00 applies.

Service Relocation

You can relocate your service any anytime by providingarequestin writing.
e Relocation mayresultinanincrease inyourmonthly price if you are serviced by adifferent upstream
carrier than currently provides yourservice.
e TheRelocationof aservice, will resultin anew contract period applying fromthe date the new service is
activated forthe term selected by you.
e |fwe areunabletorelocate yourservice, early termination fees (ETF) willapply. Referto Service
Cancellation.

For NGN nbn™
e Arelocationfee of $180.00 applies.

For Business Broadband
e Arelocationfee of $165.00 applies.

For Consumer Broadband
e Arelocationfee of $165.00 applies.
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Faults

The speed and performance of your connection may vary due to many different factors such as the nbn™
speedtieryouare on, the length and quality of copper cabling used within the nbn™ network, in-
home/business wiring, WiFi coverage within your home/business, modem configuration and location.
nbn™ Fixed Wireless services are also affected by obstructionstoline of sight, weather conditions and
distance fromtransmission tower. Ensure that your WiFi modem s centrally positionedin your
home/business to maximise WiFi coverage.

The actual speed you will receive depends on a number of factors, including but not limited to, distance
fromthe exchange, quality of the copper path, the equipment you have connected and trafficin external
networks.

The service providedis abesteffortsservice. There are nofinancial rebates availableforservice
performance, uptimeorfault conditions.

We are unable to make guaranteestothe speed you will receive onthe nbn™. Any speed descriptions
are port speed only, notthe speeds you will necessarily receive.

In the eventyou have service difficulties, you can notify our Customer Service Team.

You will be required to assist with areasonable level of troubleshooting to assist usinidentifying the
cause of the service difficulties.

In the eventafaultneedstobe lodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee being charged in the event nofaultisfound with ourservice.

In the eventthe faultlies beyond the network boundary point as defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.

You are responsible for providing appropriate, correctly configured hardware (modem, router, etc.) as
requiredtouse yourservice. Approved hardware is available for purchase directly from us.
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9. Data Services — ADSL

This product refers to:

An ADSLor ADSL2+ service delivered into our Next Generation Network (NGN), via a variety of access tails
and/orspeeds, or; “NGN ADSL".

An ADSLor ADSL2+ service, delivered as aresale of the AAPTIPLINE Service (previously known as Business
Broadband). “Business Broadband”.

An ADSLor ADSL2+ service, delivered as aresale of the AAPT National Wholesale Broadband Service
(previously known as Consumer Broadband). “Consumer Broadband”.

Product Details & Specifications

The ADSL or ADSL2+ service provides access to 3000+ ADSL, ADSL2+ enabled exchanges around Australia
providinginternetto 8 million homes and business.

ADSL or ADSL2+ servicesis delivered to customers using atraditional POTS or PSTN line (copper network
owned by Telstra).

For ADSL or ADSL2+ Service, aCopperTelephone Line (PSTN) is required for the service to work.

We will deliver the service to youvia ADSL1 or ADSL2+, whichever will provide the best speed. The actual
transmission rate experienced by you is dependenton the cable distance to the exchange and the
condition of the copper pairused to deliverthe service.

This may be sold as a branded product, oras part of a promotion, underanothername. All speeds
quoted at pointof sale are “Up to” speeds.

Service Name Maximum Speed (Down/Up)

ADSL Up to 8Mbps / 384Kbps

ADSL2+ Up to 24Mbps / IMbps (Annex A)
Up to 20Mbps / 3Mbps (Annex M)

Unless specified on youraccount application, our ADSLservices do notinclude a ADSL modem/router.
You can provide yourown ADSL modem/router or purchase one from us.

Unless yourService specifies astatic(i.e. non-changing) IPv4 address we may provide it using dynamic
IPv4 addresses that change periodically. The periodicchanging of dynamiclPv4addressesis normal
network behaviourand nota fault.

UnlessyourService specifies astatic(i.e. non-changing) IPv4 address, we may provide it using dynamic
IPv4 addresses, CG-NAT orequivalent service that may change periodically. The periodic changing of
dynamiclPv4addressesis normal network behaviourand nota fault.

For Business Customers, staticIPv4 Addresses are available at an additional cost as per yourapplication
form. Static IPv4 Addresses are not available for consumer customers.

There are nofurtherPv4 addresses available to anindividual service from us. IPv4addresses supplied by
us remain our property and cannot be transferred to your new provider.

Service Activation & Transfer of Services

You understand thatitis yourresponsibility to check the terms of your contract with your current
provider, to determineif there will be any consequences underthat contract as a result of connectinga
service with us (such as an early termination fee).

We will providethe service from the date the transferoractivation takes effect (we will notify you when
this happens).

You authorise usto act on your behalf to facilitate the transfer of your Service from another provider. The
date the serviceistransferred oractivated with usis the date the contract period of the service begins.

Email Addresses & Outgoing Mail Server
An email address and outgoing mail (SMTP) serveris not provided with this product.

National Telefonix Pty Ltd (“Us”) ABN: 35 070 158 553 | 1300 851 301 | www.telefonix.com.au
Our Customer Terms | Version 1.5
Page | 65



Service Cancellation
If you choose to cancel yourservice, you will need tolet us know in writing.

For NGN ADSL
e Ifthe service iswithin contract, an early termination fee of $70.00 applies.
e A 30 day cancellationfee (total minimum monthly cost of service) applies from Service cancellation date
(The day we acceptyour cancellation request).

For Business Broadband
e Ifthe serviceis within contract, an early termination fee of the Monthly Plan Cost times the number of
remaining monthsin the contract.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from Service cancellation date
(The day we acceptyour cancellation request).

For Consumer Broadband
e Ifthe service iswithin contract, an early termination fee of $185.00 applies.
e A 30 day cancellation fee (total minimum monthly cost of service) applies from Service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee applies as detailed below. The withdrawal request
must be receivedinwriting 2 business days before the scheduled cutover of your service otherwise standard early
termination fees as detailed in “Service Cancellation” above apply.

For NGN ADSL
e A withdrawal fee of $60.50 applies.

For Business Broadband
e A withdrawal fee of $99.00 applies.

For Consumer Broadband
e A withdrawal fee of $99.00 applies.

Service Relocation

You can relocate your service any anytime by providingarequestin writing.
e Relocation mayresultinanincrease inyourmonthly price if you are serviced by adifferent upstream
carrier than currently providesyourservice.
e Therelocationof aservice, will resultinanew contract period applying from the date the new service is
activated forthe term selected by you.
e |fwe areunabletorelocate yourservice, early termination fees (ETF) willapply. Referto Service
Cancellation.

For NGN ADSL
e Arelocationfee of $60.50 applies.

For Business Broadband
e Arelocationfee of $165.00 applies.

For Consumer Broadband
e Arelocationfee of $165.00 applies.
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Faults

The actual speedyou will receive depends ona number of factors, including but not limited to, distance
fromthe exchange, quality of the copper path, the equipment you have connected and trafficin external
networks.

The service providedis abest effortsservice. There are nofinancial rebates available forservice
performance, uptimeorfault conditions.

The minimum specification of this service isasync speed of 1.5Mbps down and 256Kbps upload.

We are unable to make guaranteestothe speed you will receive viaADSL. Any speed descriptions are
port speed only, notthe speeds you will necessarily receive.

In the eventyou have service difficulties, you can notify our Customer Service Team.

You will be required to assist with areasonable level of troubleshooting to assist usin identifying the
cause of the service difficulties.

In the eventafaultneedstobe lodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee beingchargedinthe eventnofaultis found with ourservice.

In the eventthe faultlies beyond the network boundary point as defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.

You are responsible for providing appropriate, correctly configured hardware ( modem, router, etc.) as
requiredtouse yourservice. Approved hardware is availablefor purchase directly fromus.
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10. Data Services — IPVPN/MPLS

Product Details & Specifications

e IPVPN/MPLSrefersto ourproduct which delivers site to site connectivity for multi-site business, including

services such as Managed Firewall and Managed Routers.
e We maydeliverthisservice usingarange of 3™ party carriers detailed belowacross our own Next
Generation Network (NGN).

Service Name Delivery Method
Data Centre Cross Connects Fibre

NGN: AAPT Mid Band Ethernet Copper & Fibre
NGN: Telstra Ethernet Advantage Copper & Fibre
NGN: Optus Ethernet over Copper Copper

NGN: Optus Fibre Fibre

NGN: Optus NBN (EWAN) NBN Access
NGN: Optus NBN (RBBoNBN) NBN Access
NGN: AAPTADSL2+ Copper
NGN:Vocus ADSL2+ Copper

Cirrus: Fixed Wireless Ethernet Radio/ Wireless
Optus / Telstra Mobile Broadband (3G/4G) Mobile

e A maximumofa /29 block of publicStaticlPv4 Addresses is availabletoyou. There are no furtherIP

addresses available to anindividual service from us. IPv4 addresses supplied by us remain our property
and cannot be transferred to your new provider. If yourequire additional StaticIPv4addresses, they can

be purchased directly from APNICand we can hostthem for you.
Service Activation

e You are responsible forensuring yourinternal wiringisin-place and adequate before the service is

installed. Inthe eventyourinternal wiringis notsuitable, you would be responsible for upgrading this, at
your expense, before yourordercan proceed. Inthe eventyou decide to withdraw the orderinstead of

proceeding with the upgrade, awithdrawal fee may apply (referto Order Withdrawal).

e For Fibre delivery methods, there may be additional fees (FeeforService)to deliverthe service to your
Communications Room. Inthe eventthata Fee forService applies, you willhave the option to proceed
and be chargedthe Fee forService immediately, or have the works completed by yourown contractor. If

you do not proceed with the order, withdrawal fees will apply.

e For Copperdelivery methods, there is apossibility thatthere is no available copperinthe streettodeliver

the service. Inthe eventthisoccurs, you can either nominate the required number of PSTN lines to
sacrifice, oryou may withdraw the orderand withdrawal fees will apply. If you electto attemptto

connectnew lines viathe Telstra network tothen nominate sacrifice, we are notresponsible forany costs

youincur and thereis a possibility they may not be suitable for use.

e We willinstallaNTU (Network Terminating Unit) into your premises at your service demarcation point.

Please referto General Terms & Conditions, Clause 13.

e Managed Routers will be warranted (underamanufacturer’s warranty and terms and conditions) for the

term of the agreement.

e Installation of all Symmetrical /Ethernet suite products will always require a minimum of 2 site visits by

our contractors, however more visits may be required.

e Thestandard lead time foreach product is detailed below. Whilst service is regularly delivered faster than
these timeframes, there are also scenariosin which thislead timewillbe missed. Thisis a targeted lead
time, with norebatesinthe eventitis missed. Inthe eventthatthere are Fee for Service works, the site
isnot ready for install orthere are network infrastructure shortfalls, these lead times will not progress
until the issue in question has been rectified. Whilst each access may be installed the Standard Lead Time

for an entire IPVPN /MPLS Network is up to 120 Business days.
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Service Name Standard Lead Time

Data Centre Cross Connects Up to 15 Business Days

NGN: AAPT Mid Band Ethernet Up to 30 Business Days (Copper)
Up to 90 Business Days (Fibre)

NGN: Telstra Ethernet Advantage Up to 110 Business Days (Fibre)

NGN: Optus Ethernetover Copper Up to 30 Business Days

NGN: Optus Fibre Up to 55 Business Days

NGN: Optus NBN (EWAN) Up to 30 Business Days

NGN: Optus NBN (RBBoNBN) Up to 30 Business Days

NGN: AAPTADSL2+ Up to 20 Business Days

NGN:Vocus ADSL2+ Up to 20 Business Days

Cirrus: Fixed Wireless Ethernet Up to 30 Business Days

Optus/ Telstra Mobile Broadband (3G/4G) Up to 10 Business Days

e We will providethe service from the date the activation takes effect (we will notify you when this
happens).

e You authorise usto act on your behalf to facilitate the transfer of your service from another provider.

e Thedate the serviceistransferred oractivated with usisthe date the contract period of the service
begins.

Equipment

We may also install a Managed Routerinto your premises as a Hardware Rental. Please referto general terms &
conditions, Clause 13. We deliverthe equipmentthatyou rentfrom us, to your nominated address and you are
responsible forthe security of the equipment once delivered to yoursite. Where possible, we us e reasonable
effortsto obtain the benefit of any warranties applicable to the equipment. All equipment carries areturn to base
warranty unless otherwise stated. No advance replacement available. Shipping/insurance fees are paid by the
customerwhen sending goods to us. We will pay shipping fees when sending the equipment back to you.

Email Addresses & Outgoing Mail Server
An email address and outgoing mail (SMTP) Serveris not provided with this product.

Minimumterm

The minimum term foreach component of your IPVPN/MPLS serviceis 36 months or any longerperiod setoutin
your separate agreement with us. The minimumterm:
a. isseparate for eachsite;
b. starts on the date we first provide you with the equipment and service foreach site; and
¢. duringwhichyourentan item of equipment from us, must be the same as the minimum term of your
equipmentservices forthatrental equipment.
Afterthe minimumterm:
a. youor we may terminate your IPVPN/MPLS service in respect of adevice by giving atleast 30 days’ prior
written notice.
Afterthe minimumterm duringwhichyourentanitem of equipmentfrom us, you may:
b. recontract yourservice with us;
c. returntheequipmenttous;or
d. ifweagree, buythe equipment(we will tell you the purchase price onrequest).

Rental purchase of equipment

You don’t have any title to any equipmentyou rentfrom us.
Your IPVPN/MPLS service includes rental equipment. You can choose your rental equipment from a list we make
available from time to time. Your IPVPN/MPLS service only supports this rented equipment.
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The rental charges forrental equipment are included as part of the monthly service charges foryour IPVPN/MPLS
service.

You must:
a. ensuretherental equipmentiskeptingoodorderand repair;
b. notsell, dispose of orencumberthe rental equipment; and
c. allowus(oroursupplier) toinspect the rental equipment at reasonable times.

Additional charges may apply if you modify the rental equipment without our prior written consentand the
modifications reduce the equipment’s use, value or functionality. This charge is a genuine pre-estimate of our
loss.

If you remove a part of the rental equipment, you must at your own cost, replace the removed part with a part of
equal or better quality and functionality (“Replacement Part”). The Replacement Part forms part of the rental
equipment.

If we supply additional parts or upgrades to the rental equipment, thisis treated as an add, move or change (as
described below) and yourrental charges may increase as a consequence. We will tell you of anyincreasein
rental charges before supplying such additional parts orupgrading the rental equipment.

If any part of the rental equipmentislost, stolen ordamaged beyond economicrepair (except where it was
caused by our breach or negligence), you must promptly tell us and pay us the presentvalue of the rental
equipment. If this occurs before the expiry of the applicable rental term, earlytermination charges may apply.
You must obtain and maintain adequate insurance for the value of the rental equipment and foryour ability to
pay all rental charges. You must show us thisinsurance policy on ourreasonable request from time to time.

Security of the equipmentand network
We take reasonable care to control electronicaccess by third parties to the equipmentforwhich we provide a
IPVPN/MPLS service.

Unless otherwise agreed in writing, we have exclusive access tothe loginand password forall equipmentwe
manage.

You may provide us with specificwritten instructions regarding your equipment’s security. We willimplement
those instructionsif we thinkthey are reasonable.

You musttell usin advance of any vulnerability scanning or security assessment of your network.

We don’tprovide the level of security referred to above if there are deficienciesin the equipment or software. To
reduce your security risk, we may schedule installation of software patches provided by oursuppliers. If you ask
us to install software patches atany othertime, we may charge you for the applicable software update.

We don’t provide you with any security services as part of your IPVPN/MPLS service otherthan as describedin
this clause.

Installation
The IPVPN/MPLS does notinclude an onsite installation. We will configure, test and ship the equipment to the
nominated address onyour application form.

Service Cancellation

e Ifyouchooseto cancel yourservice, youwill needtoletus know inwriting with 30 days’ notice. The early
termination fee is yourtotal monthly cost, multiplied by the number of months remainingon the
contract.

e A 30 day cancellationfee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).
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Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee for each service applies as detailed below. The
withdrawal request must be received in writing 2 business days before the scheduled cutover of yourservice
otherwise standard early termination fees as detailed in “Service Cancellation” above apply.

Service Name Withdrawal Fee

NGN:AAPT Mid Band Ethernet $1,045.00 Copper
$2,750.00 Fibre

NGN: Telstra Ethernet Advantage $6,050.00 Fibre

NGN: Optus Ethernetover Copper $2,200.00

NGN: Optus Fibre $2,750.00

NGN: Optus NBN (EWAN) $2,200.00

NGN: Optus NBN (RBBoNBN) $60.50

NGN:AAPTADSL2+ $60.50

NGN:Vocus ADSL2+ $60.50

Cirrus: Fixed Wireless Ethernet $1,045.00

Optus Mobile Broadband (3G/4G) $15.00

Service Relocation

You can relocate your service any anytime by providing arequestin writing.
e Relocation mayresultinanincrease in your monthly price if you are serviced by adifferent upstream
carrier than currently provides yourservice.
e We maynot be able to service your new premises address, in which case an early termination feewill
apply. RefertoService Cancellation.
e Therelocation of a service, will resultinanew contract period applying from the date the new service is
activated forthe term selected by you.

Service Name

NGN: AAPTMid Band Ethernet

Relocation Fee per site

$1045.00 Copper
$1800.00 Fibre

NGN: Telstra Ethernet Advantage

$1800.00 Copper
$2,800.00 Fibre

NGN: Optus Ethernet over Copper $2,400.00
NGN: Optus Fibre $2,400.00
NGN: Optus NBN (EWAN) $1,400.00
NGN: Optus NBN (RBBoNBN) $180.00
NGN: AAPTADSL2+ $60.50
NGN:Vocus ADSL2+ $60.50
Cirrus: Fixed Wireless Ethernet SPOA
Optus Mobile Broadband (3G/4G) N/A

Faults

e Theservice providedisabesteffortsservice. There are no financial rebates availableforservice
performance, uptimeorfault conditions. Redundancy is highly recommended.

e Intheeventyou have service difficulties, you can notify our Customer Service Team.

e You will berequiredtoassist with areasonable level of troubleshooting to assist usinidentifying the
cause of the service difficulties.

e Intheeventafaultneedstobe lodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee being charged inthe event nofaultis found with ourservice.
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In the eventthe faultlies beyond the network boundary point as defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.

You are responsible for providing appropriate, correctly configured hardware ( managed switches,
router’s, etc.) as required to use yourservice. Approved hardware is available for purchase directly from
us.
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Service Level Agreement
As part of service assurance, we assign a priority level to yourfault. Where applicable, we aim to meet the target
time frames outlined inthe table below:

Category Priority Period Target
IncidentResponse Time P1 24x7x365 15 mins
P2 24x7x365 30 mins
P3 Business Hours 4 hours
P4 Business Hours 12 hours
Target Restoration Time P1 24x7x365 8 hours
P2 24x7x365 12 hours
P3 Business Hours 48 hours
P4 Business Hours 48 hours
Category Priority Period Target
Service Request Response Time P5 Business Hours 1 Hours
P6 Business Hours 4 Hours
P7 Business Hours 8 hours
Target Restoration Time P5 Business Hours 12 hours
P6 Business Hours 24 hours
P7 Business Hours 36 hours
Severity Level (Incidents) Description
Priority 1 Severe business Impact. Critical businessservices down.
Priority 2 High business Impact. Non-critical services down. Service degradation.
Priority 3 Minor servicedegradation, specific service functionality unavailable.
Priority 4 A minorserviceissue.
Severity Level (Service Requests) Description
Priority 5 Service Request is required to ensure continual operation of the business.
Priority 6 Service Request that has minimal impactto continual operation of the
business
Priority 7 Service Request thatis non-urgent, has no impactand is notrequired for
continual operation of the business.
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11.Managed Data Networks
Product Details & Specifications

Managed Data Networks (“MDN”) refers to our product which delivers singlesite internet connectivityor SD-
WAN (Software Defined Wide-Area Networks) for business, including services such as managed firewall, routers,
switches & wireless access points. This service will be delivered using arange of 3™ party data carriers detailed
below across our own Next Generation Network (“NGN”).

Service Name Delivery Method
NGN: AAPT Mid Band Ethernet Copper & Fibre
NGN: TelstraEthernet Advantage Copper & Fibre
NGN: Optus Ethernet over Copper Copper

NGN: Optus Fibre Fibre

NGN: Optus NBN (EWAN) NBN Access
NGN: Optus NBN (RBBoNBN) NBN Access
NGN: AAPTADSL2+ Copper
NGN:Vocus ADSL2+ Copper

BigAlIR: Fixed Wireless Ethernet Radio/ Wireless
Cirrus: Fixed Wireless Ethernet Radio/ Wireless
Optus /Telstra Mobile Broadband (3G/4G) Mobile

The terms within this clause apply to the equipment rental of the MDN bundle. To apply fora MDN service, you
must have an appropriate data carriage service with usand meet our minimum technical requirements.

Managed Wi-Fi Cloud

Managed Wi-Fi cloud aims to deliverfast deployment of Wi-Fi access points and gives you analytics information.
You can use the service to let your customers or end users access the Internet on your premises and to
understand theirbehaviours.
It includes some orall of the following (depending on what you request):
a. access points—each access point supportsa certain number of users;
b. switches—providesdevice connectivity and gives application visibility;
c. securityappliances—blocks contentata specificlevel;
d. accessories—additional hardware that compliments your switches and security appliances, including
uplinks andinterface modules; and
e. acloudbaseddashboard — delivers reporting and analytics information. It provides a centralised view of
your Managed Wi-Fi Cloud devices and analytics information on your customers and end users. This
information could include theirlength of stay, applications used and sites visited.
In relation to Managed Wi-Fi Cloud, you must ensure that at all times:
a. youhave a compatible Internetservice with Us forthe use with Managed Wi-Fi Cloud;
b. yoursitesmeetourrequirements, including our requirementsfromtime totime on power, cablingand
rack space; and
c. we manage your switches atthe site for connection of youraccess points.

We may deliverfeature updates orenhancementsviathe cloud to your Managed Wi-Fi Cloud devices. When this
happens, there may be a short outage to your Managed Wi-Fi Cloud service.

In relation toyour obligationsinthe below clause ‘Licenceto use related software’ to comply with the licence
terms for your Managed Wi-Fi Cloud service, the most recent terms are set out on https://meraki.cisco.com/ (as
updated fromtime totime).

Ifyou needtoincrease the bandwidth of your data network, then we may need to upgrade the relevant software
licences atadditional costtoyou. We will tell you of any additional software charges when you apply toincrease
the bandwidth of your Managed Data Network service.
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Managed Wi-Fi

Managed Wi-Fi (“Managed Wi-Fi”) service, which is an extension to, oran alternative for, awired LAN withina
site, based onthe IEEE 802.11 suite of standards. Managed Wi-Fi Cloud (“Managed Wi-Fi Cloud”) service, which is
a cost effective, “plugand play” cloud managed Wi-Fi service, with standardised features and equipment.

The Managed Wi-Fi service is provided on shared, unlicensed spectrum. There may be interference with (and we
don’tguarantee), the availability, performance or quality of your Managed Wi-Fi service. If you reportissues with
your Managed Wi-Fiservice, we aimto correct issues we identify with the configuration of your wireless
equipment. However, we don’t guarantee this will improve the availability, performance or quality of your
Managed Wi-Fiservice.

We supply the Managed Wi-Fi service only to the pointatwhich the IP packets are convertedintoradio
frequency. The Managed Wi-Fi service does notinclude any device issues that relate to laptop or desktop
connectivity (orany othersimilarissues).

We configure the 802.11 wireless equipment foryour Managed Wi-Fi service. We don’t configure your client
devicesorauthentication servers as part of the Managed Wi-Fiservice.

We take reasonable care to control electronicaccess to the Managed Wi-Fi service by third parties. However,
radio signals transmitted and received by the 802.11 wireless equipmentaren’tsecure. You are responsible forall
securityissues with the Managed Wi-Fi service. We aren’t responsible for any unauthorised access to data or
othercommunications sentorreceived by the 802.11 wireless equipment.

Ifyou allow “bring your own devices” (“BYOD”) to access your Managed Wi-Fi service, you’'reresponsiblefor:

a. each ofthose BYOD and their users, including enrolment of users and configuring theirBYOD and
supportingand responding to queries from any userof a BYOD;

b. any use of your Managed Wi-Fiservice by a BYOD user;

c. ensuring compatibility with each BYOD and your Managed Wi-Fi service;
BYOD policies, which could cover when and who can access your Managed Wi-Fi service, what they
can access and permitted levels of data usage;

e. BYOD “postures”, which could coverthe elements onthe device and what applications are allowed on
the device; and

f. any third party applications used onthe BYOD or in connection with your Managed Wi-Fi service.

You must ensure thatany user of a BYOD complies with your obligations under this section and the General
Terms.

You indemnify us fromall claims, losses, damages, costs and expenses (including legal expenses) we incur, su ffer
or are liable forarising out of or in connection with the use of BYOD with your Managed Wi-Fiservice, including
any claims brought by BYOD users.

Minimumterm

The minimum term foreach component of your Managed Data Network service is 36 months or any longer period
setout inyour separate agreementwith us. The minimum term:
a. isseparateforeachdevice;
b. starts on the date we first provide you with equipment services forthe device; and
¢. duringwhichyourentan item of equipmentfrom us, must be the same as the minimumterm of your
equipmentservices for thatrental equipment.

Afterthe minimumterm:
a. your MDN service forthe relevant device will cease to operate; and
b. youor we mayterminate your Managed Data Network service inrespect of adevice by givingatleast 30
days’ priorwritten notice. Termination of aMDN Bundle will terminateall components within the MDN
bundle.
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Afterthe minimumterm during which you rentanitem of equipment from us, you may:
a. recontract yourservice with us;
b. returnthe equipmenttous;or
c. ifweagree, buythe equipment(we will tell you the purchase price onrequest).

Termination

You can terminate a MDN service by giving us atleast 30 days’ prior written notice, butif you do so before the
end of the applicable minimum term forthat MDN service, you may have to pay us an early termination charge.

If you have a MDN bundle service, all components of the MDN Bundle service must be terminated as a whole and
may not be terminatedin part.

Early termination feeis equal to the months remaining within the contract term multiplied by the monthly cost of
the MDN.

If you have a MDN bundle serviceorrentequipmentfromusand we are no longerable to support that rental
equipment, we may by giving least 30 days written notice:
a. replaceyourrental equipment with substantially equivalent or betterrental equipmentif you are still
withinyourselected minimumterm; or
b. terminate your MDN service ona device afterthe expiry of yourselected minimumterm.

If the rental arrangementfor equipmentis terminated foryour MDN service, then you mustimmediately, at your
cost:

a. returnthat equipmenttoanaddresswe tell youandtell usinwritingthat you have done so (including by
tellingusthe delivery address and date, the equipment’s serial number, the courier company name, the
consignment note number, and such otherinformation we reasonably request); or

b. where we specifyitis possible, purchase the applicable equipment. We will tellyou the purchase price on
request.

We continue to charge you forthe equipment rental untilyou either return or purchase the rental equipment.

Equipment

We may also install a Managed Routerinto your premises as a Hardware Rental. Please refertogeneral terms &
conditions, Clause 13. We deliverthe equipment thatyourent fromus, to yournominated address and you are
responsible forthe security of the equipment once delivered to yoursite. Where possible, we use reasonable
efforts to obtain the benefit of any warranties applicable to the equipment. All equipment carries areturn to base
warranty unless otherwisestated. No advance replacement available. Shipping/insurance fees are paid by the
customerwhen sending goods to us. We will pay shipping fees when sending the equipment back to you.

Licence to use related software
We procure the rightfor you to use any software thatforms part of the equipment orthe MDN service onthe
same terms that the relevant third party vendor grants such licences. You must comply with the licence terms.

You must obtain our prior written consent before repairing or servicing the equipment oraltering your access
service.

Regardless of whetheryou buy or rentequipmentfrom us, you must not alterthe labels or otheridentifying
marks on any equipmentwe provide you.

Rental purchase of equipment
You don’t have any title toany equipmentyourentfromus.

Your MDN bundle service includes rental equipment. You can choose yourrental equipment from alist we make
available fromtime to time. Your MDN bundle service only supports this rented equipment.
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The rental charges forrental equipment are included as part of the monthly service charges foryour MDN bundle
service.

You must:

a. ensuretherental equipmentiskeptingoodorderandrepair;
b. notsell, dispose of orencumberthe rental equipment; and
c. allowus(oroursupplier) toinspectthe rental equipmentatreasonable times.

Additional charges may apply if you modify the rental equipment without our prior written consent and the
modifications reduce the equipment’s use, value orfunctionality. This charge is a genuine pre-estimate of our
loss.

If you remove a part of the rental equipment, you must atyour own cost, replace the removed part with a part of
equal or better quality and functionality (“Replacement Part”). The Replacement Part forms part of the rental
equipment.

If we supply additional parts orupgrades to the rental equipment, thisistreated as an add, move or change (as
described below) and yourrental charges may increase as a consequence. We will tell you of anyincreasein
rental charges before supplying such additional parts orupgrading the rental equipment.

If any part of the rental equipmentislost, stolen ordamaged beyond economicrepair (except where it was
caused by our breach or negligence), you must promptly tell us and pay us the presentvalue of the rental
equipment. If this occurs before the expiry of the applicable rental term (oryour chosen service termif you have
the Managed Data Network Bundle service), early termination charges may apply.

You must obtain and maintain adequate insurance for the value of the rental equipmentand foryour ability to
pay all rental charges. You must show us thisinsurance policy on ourreasonable request from time to time.

Security of the equipment and network
We take reasonable care to control electronicaccess by third parties to the equipment for which we provide a
Managed Data Network service.

Unless otherwise agreed in writing, we have exclusive access to the login and password forall equipment we
manage.

You may provide us with specificwritteninstructions regarding yourequipment’s security. We willimplement
those instructionsif we think they are reasonable.

You musttell usin advance of any vulnerability scanning or security assessment of y our network.

We don’t provide the level of security referred to above if there are deficienciesin the equipment or software. To
reduce your security risk, we may schedule installation of software patches provided by our suppliers. If you ask
us to install software patches at any othertime, we may charge you forthe applicable software update.

We don’t provide you with any security services as part of your Managed Data Network service otherthan as
describedin this clause.

Installation

The Managed Data Network bundle does notincludean onsite installation. We will configure, test and ship the
equipmenttothe nominated address onyourapplication form. A self-installation guide will be included when we
send the equipmenttoyou.

Service Cancellation

e [fyouchoose to cancel yourservice, youwill needtoletus know in writing with 30 days’ notice. The early
termination fee is yourtotal monthly cost, multiplied by the number of months remainingonthe
contract.
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e A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date
(The day we acceptyour cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee for each service applies as detailed below. The
withdrawal request must be received in writing 2 business days before the scheduled cutover of your service
otherwise standard early termination fees as detailed in “Service Cancellation” above apply.

e A withdrawal fee of $2000.00 applies persite

Faults

e Theservice providedisabesteffortsservice. There are nofinancial rebates available forservice
performance, uptimeorfault conditions. Redundancyis highly recommended.

e Intheeventyou have service difficulties, you can notify our Customer Service Team.

e Youwill berequiredtoassistwith areasonable levelof troubleshooting to assist usinidentifyingthe
cause of the service difficulties.

e Intheeventafaultneedstobe lodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee being charged inthe eventnofaultisfound with ourservice.

e Intheeventthefaultliesbeyondthe network boundary point as defined by the carrier, an Incorrect
Callout Fee of $132.00, plus $38.50 per 15 minutes or part thereof may apply.

e You are responsible for providing appropriate, correctly configured hardware (Managed Switches,
Router’s, etc.) asrequired to use yourservice. Approved hardware is availablefor purchase directly from
us.

Service Level Agreement
As part of service assurance, we assign a priority level toyourfault. Where applicable, we aim to meet the target
time frames outlined in the table below:

Category Priority Period Target
Incident Response Time P1 24x7x365 15 mins
P2 24x7x365 30 mins
P3 Business Hours 4 hours
P4 Business Hours 12 hours
Target Restoration Time P1 24x7x365 8 hours
P2 24x7x365 12 hours
P3 Business Hours 48 hours
P4 Business Hours 48 hours
Category Priority Period Target
Service Request Response Time P5 Business Hours 1 Hours
P6 Business Hours 4 Hours
P7 Business Hours 8 hours
Target Restoration Time P5 Business Hours 12 hours
P6 Business Hours 24 hours
P7 Business Hours 36 hours
Severity Level (Incidents) Description
Priority 1 Severe business Impact. Critical business services down.
Priority 2 High business Impact. Non-critical services down. Service degradation.
Priority 3 Minor service degradation, specific service functionality unavailable.
Priority 4 A minorserviceissue.
Severity Level (Service Requests) Description
Priority 5 Service Request is required to ensure continual operation of the business.
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Priority 6 Service Request that has minimal impactto continual operation of the
business

Priority 7 Service Request thatis non-urgent, has no impactand is notrequired for
continual operation of the business.
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12.Data Services —Symmetrical Internet Services

Product Details & Specifications

Symmetrical Internet Services refersto a product that meets one of the below “Product Name”

Product Name

Delivery Method

NGN: AAPTMid Band Ethernet

Copper & Fibre

NGN: Telstra Ethernet Advantage

Copper & Fibre

NGN: Optus Ethernet over Copper Copper
NGN: Optus Fibre Fibre

NGN: Optus NBN (EWAN) NBN Access
Optus Evolve Internet Lite Fibre
AAPT: Pipe Networks EFM Copper
AAPT: Fibre400 Fibre

Bigair: Fixed Wireless Ethernet

Radio/ Wireless

Cirrus: Fixed Wireless Ethernet

Radio/ Wireless

This may be sold as a branded product, oras part ofa promotion, underanothername.

All speeds quoted refertothe syncspeed, orline speed, of the service, with the exception of the AAPT
Pipe Networks EFMaccess method, whichisan “Up-to” speed. We are unable to make guaranteesto the
speedyou will receive via AAPT Pipe Networks EFM. The actual speed you will receive dependson a
number of factors, including but notlimited to, distance from the exchange, quality of the copper path,
the equipmentyou have connected and trafficin external networks.

Each one of these products come with 1 static IPv4 Address. Additional staticIPv4 Addresses are available
(/29— up to 6 Additional IP Addresses) atan additional cost as perthe application form, with the
exception of the AAPT Pipe Network EFMwhere there are no additional StaticIPv4 Addresses available.
There are nofurther static IPv4addresses available toanindividual servicefromus. IPv4addresses
supplied by us remain our property and cannot be transferred to your new provider. If you require
additional staticIPv4 addresses, they can be purchased directly from APNIC and we can hostthem for
you. Justification will be required foryouradditional staticIPv4 address.

For Telstra Ethernet Advantage (Copperor Fibre) where you will be supplying yourown router, the router
must be able to be rate limited to the access speed purchased and configured with the appropriate burst
settings.

Service Activation

You are responsible forensuring yourinternal wiringis in-place and adequate before the service is
installed. Inthe eventyourinternal wiringis not suitable, youwould be responsible for upgradingthis, at
your expense, before yourordercan proceed. Inthe eventyou decide to withdraw the orderinstead of
proceeding with the upgrade, awithdrawal fee may apply (referto Order Withdrawal).

For fibre delivery methods, there may be additional fees (Fee for Service) to deliverthe serviceto your
communications Room. Inthe eventthata fee forservice applies, youwill have the optionto proceed
and be chargedthe fee forservice immediately, or have the works completed by your own contractor. If
you do not proceed with the order, withdrawal fees will apply.

For copperdelivery methods, there is a possibility thatthere is no available copperin the streetto deliver
the service. Inthe eventthisoccurs, you can either nominate the required number of PSTN lines to
sacrifice, oryou may withdraw the order without penalty. If you electto attemptto connectnew lines via
the Telstranetwork to then nominate sacrifice, we are not responsible forany costs youincurand there is
a possibility they may not be suitable for use.

We willinstalla NTU (Network Terminating Unit) into your premises at your service demarcation point.
Please referto General Terms & Conditions, Clause 13.

Installation of all Symmetrical /Ethernet suite products will always require a minimum of 2 site visits by
our contractors, however more visits may be required.

The standard lead time foreach product is detailed below. Whilst service is regularly delivered faster
than these timeframes, thereare also scenariosin which this lead time will be missed. Thisisatargeted
lead time, with norebatesinthe eventitis missed. Inthe eventthat there are fee forservice works, the
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siteisnot ready for install orthere are networkinfrastructure shortfalls, these lead times will not
progress until the issue in question has beenrectified.

e We will providethe service from the date the activation takes effect (we will notify you when this
happens).

e Thedate the serviceisactivated with usisthe date the contract period of the service begins.

Service Name Standard Lead Time

NGN: AAPT Mid Band Ethernet Up to 30 Business Days (Copper)
Up to 90 Business Days (Fibre)

NGN:Telstra Ethernet Advantage Up to 45 Business Days (Copper)
Up to 110 Business Days (Fibre)

NGN: Optus Ethernetover Copper Up to 30 Business Days

NGN: Optus Fibre Up to 55 Business Days

NGN: Optus NBN (EWAN) Up to 30 Business Days

Optus Evolve Internet Lite Up to 55 Business Days

AAPT: Pipe Networks EFM Up to 30 Business Days

AAPT: Fibre400 Up to 55 Business Days

Bigair: Fixed Wireless Ethernet Up to 30 Business Days

Cirrus: Fixed Wireless Ethernet Up to 30 Business Days

Email Addresses & Outgoing Mail Server
An email address and outgoing mail (SMTP) Serveris not provided with this product.

Service Cancellation

If you choose to cancel yourservice, youwill needtolet us know in writing with 30 days’ notice. The early
termination fee isyour monthly cost, multiplied by the number of months remaining on the contract.

A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date (The day
we accept your cancellation request).

Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee for each service applies as detailed below. The
withdrawal request must be received in writing 2 business days before the scheduled cutover of yourservice
otherwise standard early termination fees as detailed in “Service Cancellation” above apply.

Service Name Withdrawal Fee

NGN:AAPT Mid Band Ethernet $1,045.00 Copper
$2,750.00 Fibre

NGN:TelstraEthernet Advantage $2,750.00 Copper
$6,050.00 Fibre

NGN: Optus Ethernet over Copper $2,200.00

NGN: Optus Fibre $2,750.00

NGN: Optus NBN (EWAN) $2,200.00

Optus Evolve Internet Lite $2,750.00

AAPT: Pipe Networks EFM $950.00

AAPT: Fibre400 $2,500.00

Bigair: Fixed Wireless Ethernet $1,045.00

Cirrus: Fixed Wireless Ethernet $1200.00
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Service Relocation

You can relocate your service any anytime by providingarequestin writing.

Faults

Relocation mayresultin anincrease inyour monthly price if you are serviced by adifferent upstream
carrier than currently provides yourservice.

We may not be able to service your new premises address, in which case an early termination fee will
apply. Referto Service Cancellation.

The relocation of a service, will resultin a new contract period applying from the date the new serviceis
activated forthe term selected by you.

Service Name Relocation Fee per site

NGN:AAPT Mid Band Ethernet $1045.00 Copper
$1800.00 Fibre

NGN: Telstra Ethernet Advantage $1800.00 Copper
$2,800.00 Fibre

NGN: Optus Ethernet over Copper $2,400.00

NGN: Optus Fibre $2,400.00

NGN: Optus NBN (EWAN) $1,400.00

Optus Evolve Internet Lite $2750.00

AAPT: Pipe Networks EFM $1,200.00

AAPT: Fibre400 $2,500.00

Bigair: Fixed Wireless Ethernet SPOA

Cirrus: Fixed Wireless Ethernet SPOA

The service providedis abest efforts service. There are no financial rebates available forservice
performance, uptimeorfault conditions.

In the eventyou have service difficulties, you can notify our Customer Service Team.

You will be required to assist with areasonable level of troubleshooting to assist usin identifying the
cause of the service difficulties.

In the eventafaultneedsto be lodged with ourupstream carrier, you agree to the possibility of an
Incorrect Callout Fee beingchargedinthe eventnofaultis found with ourservice.

In the eventthe faultlies beyond the network boundary point as defined by the carrier, an Incorrect
Callout Fee of $220.00, plus $132.00 per hourthereafter may apply.

You are responsible for providing appropriate, correctly configured hardware (router, etc.) asrequired to
use your service. Approved hardware is available for purchase directly from us.
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13. Mobile or Mobile Broadband

This product refers to:
e The 3G or 4G Mobile or Mobile Broadband product as provided by Optus.

Product Details & Specifications

The Service is a digital mobile telecommunications service (voice and/orvoice and data) on the Optus network,
whichis accessed usinga mobile handsetand aSubscriberIdentification Module (“SIM”) card encoded with
information necessary to access the service.

The mobile voice service allows you to make and receive calls on your mobile phone in Australia. You canalso
send and receive SMS within Australia. There are anumber of value added services (such as call waiting,
international roaming etc) that you can obtain, howeveryou will need to activate these services by contacting
customerservice.

GPRS, 3G and 4G provides access tothe internetviaamobile data capable phone device in Australia. With mobile
data services, you can:

e access the Internet;

e access theire-mail; and

e download music, applications, movies and other content.

A coverage mapis available by visiting the Optus website:
http://www.optus.com.au/shop/mobile/network/coverage

Service Activation

e Youunderstandthatitis yourresponsibility to check the terms of your contract with your current
provider, to determineif there will be any consequences under that contract as a result of connectinga
service with us (such as an early termination fee).

e We will providethe service from the date the activation takes effect (we will notify you when this
happens).

e You authorise usto act on yourbehalf to facilitate the transfer of your Service from another provider.

e Thedate the serviceistransferred oractivated with usisthe date the contract period of the service
begins.

Ownership of SIM Cards
SIM cards remain our property at all times. You agree that:
e TheonlyinterestyouhavetoacquireaSIM isa licence touse the SIM.
e You mustnot remove froma SIM any markings specifyingthe SIMis owned by us.
e Youalsobeartheriskof loss of, or damage to, SIMs aftertheyleave our premisesfordelivery you.

You mustimmediately notify us if you become aware that any SIMin possession, custody or control is lost or
stolen, and comply with any instructions given by usin relation to that SIM.

We may specify certain proceduresforactivation to protect against unauthorised use of aSIM card.

You must take all reasonable care to keep the SIM card safe and in good condition.

Service Cancellation

If you choose to cancel yourservice, you will need to let us know in writing with 30 days’ notice. The early
termination fee isyour monthly cost, multiplied by the number of months remaining on the contract.

A 30 day cancellation fee (total minimum monthly cost of service) applies from service cancellation date (i.e. the
day we acceptyour cancellation request).
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Order Withdrawal

If you withdraw the order priorto activation awithdrawal fee of $15.00 applies perService. The withdrawal
request must be received in writing 2business days before the scheduled cutover of your service otherwise
standard early termination fees as detailed in “Service Cancellation” above apply.

Faults

e Theservice providedisabestefforts service. There are nofinancial rebates availableforservice
performance, uptimeor fault conditions.

e Intheeventyouhave service difficulties, you can notify our Customer Service Team.

e You will berequiredtoassistwith areasonable level of trouble shooting to assist usinidentifying the
cause of the service difficulties.

Other Service Charges (if applicable)

Feature Type Fee per feature

MMS S0.65 per message

MMS Downloads $0.90 permessage

International SMS S0.55 permessage

International MMS $0.90 per message

124 YES $1.21 percall + applicable Standard Rate
Surepage S0.73 per message sent

Surepage Diversion $0.13 Flagfall + applicable Standard Rate
Surefax (Monthly Fee) $12.10 per month

Surefax $0.37 per30 seconds
zll-llgigsf:eat”t:iandset) $0.43 Flagfall + $S0.67 per minute
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International Roaming

Callsare charged in 60 Second Blocks

Post-Paid AutoRoam Rates* Zone 1 Zone 2 Zone 3 Zone 4 Zone 5
NationalVoice Calls within the same country (per minute) $0.65 $1.30 $1.65 $1.90 $2.10
International Voice Callsoutside the countryyou arein(per

minute) $1.40 $2.35 $3.50 $5.80 $6.60
To receive Voice Calls (per minute) $0.95 $1.10 $1.45 $1.65 $1.80
NationalVideo Callswithin the same country (per minute) $1.25 $2.00 $2.50 $3.00 $3.50
International Video Callsoutside the countryyou arein(per

minute) $2.72 $3.30 $4.75 $5.95 $6.75
To receive Video Calls (per minute) $1.00 $1.25 $1.5 $1.75 $2.00
Flagfall (per outgoing Voice and Video call) $0.40

SMS to an Australian number (per 160 characters)

$0.55 roaming fee

SMS to a non-Australian number (per 160 characters)

$0.55 roaming fee

To receive SMS

S-

MMS to an Australian number (per message)

$0.55 roaming fee + standard MMS rate + $0.20 per 10KB

MMS to a non-Australian number (per message)

$0.55 roaming fee + standard International MMS rate + $0.20 per 10KB

*International Roaming Rates are GST Free

Post-Paid AutoRoam™ Zones

Zone 1 Zone 2 Zone 3 Zone 4 Zone 5
Bangladesh Botswana Algeria Anguilla Aero Mobile
Cyprus Curacao & Bonaire Austria Antigua & Barbuda”® Afghanistan
Isle of Man EastTimor Bahrain Aruba Airspace
Macau Finland Brunei Barbados Albania
Norway Georgia Costa Rica Belgium Argentina”
Ghana Denmark Bermuda”® Armenia
Greece El Salvador * Bolivia® Azerbaijan
Malaysia Faroe Islands BosniaHerzegovina Belarus
Oman Fiji Brazil Belize?
Pakistan France Bulgaria Bhutan
Singapore Gibraltar Cambodia Cameroon
South Africa Guam & Canada’§ Chile?
Taiwan HongKong Cayman ls. China
Thailand Iceland Colombia® Croatia
Vietnam Iran Cook Islands Czech Republic
Japant Germany Dominican Republic?
Jersey Grenada Egypt
Jordan Guatemala Estonia
Korea (South)¥ Guernsey Ethiopia*
Laos Guinea Bissau French Guiana
Lebanon Guyana Guinea
Liberia Haiti India
Liechtenstein Hungary International
Luxembourg Indonesia Israel
Mauritania* Iraq Ivory Coast
Monaco Ireland Kazakhstan
Nauru Italy Kenya
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Kuwait

Netherlands Jamaica
New Caledonia Kyrgyzstan Latvia
New Zealand Macedonia Lithuania
Nigeria Malawi Madagascar
Puerto Rico? Ma ritime Maldives
Seychelles Mauritius Malta
SlovakRepublic Mozambique Mexico”
Sudan Namibia Mongolia
Switzerland Nepal Morocco
the Northern Marianas” Palestine Panamat
Tonga Papua NewGuinea Peru”
Uganda Paraguay” Portugal
UK Philippines Qatar
Uruguay Poland Reunion Islands
US VirginlsA., Samoa Romania
USANg San Marino Russia
Vanuatu Senegal SaudiArabia
Yemen Slovenia Serbia & Montenegro
Solomonlslands Sri Lanka
Spain Tajikistan
StKitts & Nevis Tanzania
St. Lucia Turkey
St.Vincent Ukraine
Sweden Uzbekistan
Syria Zimbabwe
Tahiti
Trinidad
Tunisia

Turks & Caicos

United Arab Emirates

VaticanCity

Venezuelart

Zambia
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