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SERVICE DESCRIPTION: Optus Mobile Content Enablement Services
This Service Description forms part of Optus’ Standard Form of Agreement pursuant to the Telecommunications Legislation.

This Service Description for the Optus Mobile Content Enablement Services comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus Mobile Content Enablement Services (applicable all Service Option terms).
· Part 2: Service Option Terms

The Service Option Terms are separate terms applicable to each of the following Optus Mobility Solutions and are to be read in conjunction with both the General Terms and the Service Family Terms:

· Optus Mobile Content Enablement Services
SERVICE FAMILY TERMS: OPTUS MOBILE CONTENT ENABLEMENT SERVICES
If there is any inconsistency between the terms of the documents that form the Agreement, they will be interpreted in the following order of precedence: the Standard Pricing Table, the Service Option terms of the Service Description, the Service Family terms of the Service Description, the General Terms and the Application, except to the extent of any inconsistency in pricing (in which case the Application overrides the Standard Pricing Table).
1. SERVICE FAMILY
1.1 Service Description

The Optus Mobile Content Enablement Service enables organisations to improve their mobile workforce productivity by pushing content in context to mobile users, and providing direct insight and analytics into its usage. 
1.2 Optus Group Company

The Optus Content Enablement Service is supplied by Optus Networks Pty Limited (ABN 65 054 365 696).
1.3 Mobile Voice Services

If you wish to use Mobile Digital Voice services in conjunction with your Optus Mobile Content Enablement Services you will need to complete a separate Application for that service. The service terms and description for the Mobile Digital Voice Service are set out in the Mobile Digital Voice Service Description

2. RELATED SERVICE OPTIONS

Some Service Options can only be provided to you on the basis that you also acquire other Service Options (“Related Service Options”).  Related Service Options are identified in the relevant Service Option Terms.  The service details and terms of supply for the Related Service Options are set out in their respective Service Descriptions.
3. SERVICE PROVISIONING
(a) Your Application will contain your selected Service Option(s), a Target Service Start Date (where applicable), the charges, and any applicable features and characteristics.  
(b) The Service Start Date for Optus Mobile Content Enablement Service  is deemed to occur on the earlier of:
(i) the date the Optus Mobile Content Enablement Service  has been handed over to the System Administrator; or 

(ii) 60 days after you have signed your Application.  
(b) Optus will use reasonable endeavours to meet the Target Service Start Date, as set out in the Application, however Optus does not make any warranty, representation or guarantee as to the accuracy of this date.

(c) In order to help ensure that the Service is provisioned by the Target Service Start Date, you must make available all appropriate resources in a timely manner to enable the completion and user acceptance testing of the Service to ensure that the Target Service Start can be achieved.

(d) Optus will provision the Service, when the associated on premises equipment installation (if any) is completed. You acknowledge that installation times will vary according to the requirements of any Site and availability of required on-premises equipment or carriage services (if relevant).

(e) If service provisioning is delayed due to your failure to take all reasonable steps in supporting the provisioning process or your failure to provide all requested information, Optus may, at its option:

(i) withdraw its acceptance of your Application and cancel your Service/s; or

(ii) commence charging for the Service from the Target Service Start Date.

3.2 Service Implementation

Optus may vary the Service or any term of this Service Description if reasonably required to do so for technical, operational or commercial reasons.

4. SERVICE REBATES
4.1 Service Rebates are not available for Optus Mobile Content Enablement Services.

5. THIRD PARTY PRODUCTS AND SERVICES
5.1 The Optus Content Enablement Services use third party Products and services. Optus is not the manufacturer of the Products, or the primary provider of the services. As far as the law allows we don’t offer any warranties for the Products or services where Optus is not the manufacturer or primary service provider and the only warranties available are as set out in the Third Party Usage Terms.
5.2 You acknowledge that:
(a) your use of any third party Products, intellectual property or services is conditional upon your acceptance and compliance with the relevant Third Party Usage Terms;

(b) the Third Party Usage Terms may be amended from time to time. If you do not accept the amended Third Party Usage Terms, you must cancel the Service. If you do not respond to a request from Optus or the Third Party Service Provider to accept or comply with the Third Party Usage Terms, Optus may cancel your right to use the third party Products or services;

(c) Optus may be required to keep records of and provide details to the Third Party Service Provider relating to your use of the relevant Products or services and you authorise Optus to do so;

(d) Optus may cancel your right to use the third party Products or services, for example, if the licence granted to Optus by the third party licensor ends in accordance with the Third Party Service Provider’s end of life/ end of support policy; and

(e) your use of the third party Products and services will involve the collection and processing of data and information, which may include personal information.  Whether this data is collected either directly from you or forwarded by Optus  to the Third Party Service Provider, the Third Party Service Provider will manage such data in accordance with the relevant Third Party Usage Terms and its own policies and procedures.

5.3 Where you use third party Products and services that are not on-supplied to you by Optus, you are responsible for ensuring you obtain all necessary approvals and licences to authorise your use of those Products and services are in conjunction with the Service.

6. LIABILITY – THIRD PARTY PRODUCTS OR SERVICES

6.1 To the extent permitted by law, if Optus is liable to you in connection with the Third Party on-supplied hardware, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, Optus excludes liability for Consequential Loss and limits its liability to the price you have paid for the relevant Third Party on-supplied hardware.
6.2 Liability for your Loss in connection with Third Party software or services on-supplied by Optus as a direct right of use from the Third Party Service Provider, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, is excluded by Optus to the extent permitted by law, and is governed by the Third Party Usage Terms between you and the Third Party Service Provider.
6.3 If Optus is liable to you in connection the Third Party on-supplied software or services, whether in contract, tort (including negligence), statute, under an indemnity or otherwise, to the extent permitted by law, Optus limits its liability to the price you have paid for the relevant Third Party software or services right of use, on-supplied by Optus less any amount, if any, recovered by you directly from the relevant Third Party Service Provider.

7. LIABILITY - OPTUS SERVICES
7.1 Subject to limitations of liability specified in the General Term and in clauses 6 and 7.2 of this Service Description, Optus will be liable for your Loss (but excluding any Consequential Loss) where that Loss is caused by an act or omission of Optus or Optus Personnel, in the supply of the Services.
7.2 Optus will not incur any liability resulting from:

(a) good faith reliance on information provided by you; or

(b) any failure of the installed Products (including Software) or access to or use of the Hosted Platform services due to operator error or security breach caused by you.
8. CUSTOMER OBLIGATIONS

You must comply with the following obligations:

8.1 Sites

(a) ensure Optus Personnel have full and safe access to your relevant hardware and software required for the purpose of providing the Services;

(b) ensure that each Site is at all relevant times ready and available, including all necessary access, permissions, cabling and security, and of appropriate standard for the equipment and for Optus or its representatives to provide any necessary services (either onsite or remotely);
(c) where and to the extent that Optus Personnel are required to deploy to and/or work within your site, you must comply with the WHS Laws;

(d) provide suitable and adequate working space around the relevant hardware and software for the use of our Personnel, including adequate light, heat and ventilation, electric outlets and telephone facilities in accordance with applicable Work Health & Safety (WH&S) guidelines for safe working environments;

8.2 Privacy

(a) You are solely responsible for ensuring your collection, use, disclosure and any other handling of data that occurs in relation to your use of the Service (including its storage) and the information provided to individuals about how their data is handled) complies with all laws;

8.3 General

(a) implement equipment refreshes and install software upgrades (that are not In-Scope Services) as and when required in respect of the equipment or systems utilised or accessed by the In-Scope Service, which are necessary to meet the vendor support conditions and In-Scope Service capacity requirements for the relevant equipment or system;

(b) provide Optus with reasonable advance notification of any changes, projects or strategic direction that may impact the performance or scope of the Service;

(c) provide timely notification of changes to IT policies and procedures, business requirements and facilities, projects or strategic direction likely to impact on current and future service utilisation;

(d) in the event of any incident or alarm being raised, comply with all reasonable requests made by Optus including, if requested, resetting or rebooting your equipment; and

(e) ensure that your users are aware of the scope of the Services and the related procedures, as defined by Optus’ documentation.

9. SPECIAL CONDITIONS

9.1 You must not use the Service to run or provide network services to any third parties.

9.2 Within 60 days after the date the Agreement is signed, you are obliged to allow Optus to commence the supply of the Service. If you fail to meet this obligation, Optus reserves the right to bill you for the total number of licences you have selected, as set out in the Application, regardless of whether Optus has commenced supply or you have activated the total number of licences.
9.3 Global Resources & Privacy

You acknowledge and agree that:

(a) Optus may use global resources (non-permanent residents used locally and/or personnel in locations worldwide) in providing the Service to you, including escalation of technical support issues where required.

(b) Optus is not responsible for contacting any individual in relation to collection, use, disclosure or any other handling of the individual's Personal Information as part of the Service;

(c) Optus will refer to you any matter raised to Optus, by a third party relating to Personal Information in connection with your use of the Service.  You must handle all referred matters at your cost and you agree to indemnify Optus for all Loss Optus incurs in respect of any claim or proceedings commenced against Optus by a third party including a Regulator, in relation an individual's Personal Information collected, used, stored or disclosed in relation to your use of the Service.

10. CANCELLATION FEE

10.1 Where your Service or Individual Service is cancelled during the Committed Term and a Cancellation Fee is payable under the General Terms, you will need to pay us an amount equal to the net present value of:

(a) the profit component of all amounts that would have been payable in respect of the monthly recurring charge for the relevant Individual Service for the remainder of the Committed Term from the date cancellation takes effect; plus

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

(c) any unavoidable third party costs that will be incurred by Optus, in respect of the relevant Individual Service for the remainder of the Committed Term from the date cancellation takes effect;

unless a different formula or a specified amount is otherwise expressly provided in the Standard Pricing Table or your Application.

11. DEFINITIONS

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

In-Scope Service means a Product, service or Device to be managed by Optus as specified in the statement of work.

Professional Services means the performance of the professional service activities specified in the Service Option, the associated statement or work by suitably qualified resources.

Related Service Options means those Service Options that are pre-requisites to obtaining the relevant Service;

Service Description means the Service Family Terms and Service Option Terms applicable to the Service.

Service Family Terms mean the terms applicable to all Service Options and Associated Services that collectively form the Optus Mobility Solutions as set out in Part 1 of this Service Description.

Service Options means the service options detailed at the beginning of this Service Description.

Service Option Terms mean the terms applicable to each Service Option only as set out in Part 2 of this Service Description.

Site(s) means your nominated site location(s) for the delivery, installation and or provisioning of the Service and associated Products.

Target Service Start Date means the date requested by you and/or estimated by Optus and agreed between the parties, as the target date on which the service is intended to be activated and supplied to you, as specified in the associated statement of work.

Third Party Services Provider means the third party service provider identified in the relevant Service Option Terms.

Third Party Usage Terms means any warranty terms, end user licence agreement (EULA), subscription service terms, or cloud service terms of the Third Party Service Provider.

WHS Laws mean applicable legislation dealing with work health and safety in Australian states, territories and the Commonwealth in place from time to time, as well as any regulations, codes of practice and/or advisory standards made under or in connection with the legislation.

Service Option Terms

Service Option: Optus Mobile Content Enablement Service
This Service Option forms part of Optus Mobility Solutions.
The Optus Mobile Content Enablement Service Description comprises the following Parts:

· Part 1: Service Family Terms (applicable to all  Optus Content Enablement Service ; and

· Part 2: These Service Option Terms.

The Service Option Terms are separate terms applicable to each of the Optus Content Enablement Service is and are to be read in conjunction with both the General Terms and the Service Family Terms:

12. DESCRIPTION OF THE SERVICE OPTION

12.1 The Optus Mobile Content Enablement (MCE) Service consists of:

(a) the on-supply of third party Content Enablement software (BigTinCan Hub); 
(b) deployment and configuration services;
(c) optional support options; 

(d) optional Professional Services (e.g. training); and
(e) optional value added services 

13. STANDARD SERVICE FEATURES

13.1 The Service includes the following standard service features:

(a) the on-supply of a per user licence to use the BigTinCan Hub (“Licenced Product”) which can be provided as either a yearly subscription or monthly subscription; 
(b) the configuration and setup (“Cloud Configuration and Set Up Service”) involves the creation of a separate company instance in the Third Party provided Hosted Platform.

 The Cloud Configuration and Set Up Service includes the installation of:
· Images

· Selected BigTinCan Licence software widgets

· Initial System Administrators

· Configuration Bundles (user credentials; roles; access and edit rights); and 

· Loading of users via bulk upload.
· Creation of groups and content structure

· Add company branding

But excludes:
· Customised home screen

· End user training

· SAML integration

· Cloud integration to other repositories

· Customised configuration bundles

(c) remote handover and basic training including “how to’s”, reporting and basic troubleshooting. This usually takes between 1-2 hours and can have up to three (3) System Administrators present. 
(d) all software updates and new releases and supporting documentation 

(e) End Users’ access to the product across multi platforms and multi devices 

(f) vendor escalation for application and server support, inclusive of database management, patch and release management 

(g) the ability for your authorised System Administrator(s) to utilise and gain technical support for the Licenced Product through Optus’ help desk during Australian Eastern Standard time (AEST) business hours of 8am-6pm weekdays (excluding public holidays) by phoning: 134 315. 
Note: If you have chosen to take on the Gold End User Support or Level 2 Support Optional Service Feature, you will be provided with a dedicated support contact details during handover. 
14. OPTIONAL SERVICE FEATURES

The following optional service features will incur a separate optional service feature charge as specified in your Application:
(a) QuickStart Program – There is no limit to the amount of QuickStart programs that can be purchased however this program must be scheduled within 30 days of purchase. This package is sold as a substitute to the Cloud Configuration and Set Up Service. The included Home Screen development must be based on an existing Home Screen template therefore a custom home screen is subject to the purchase of additional Professional Services hours. 
This program includes:
· Company Set Up

· Company configuration (4 x pre-defined configuration options)

· Load first round of users

· Two (2) x One (1) hour training sessions

· One (1) Basic Home Screen deployment

· Company structure setting of:
· Tabs / Channels / Stories / Groups

· User verification which may include:
· Active Directory

· SAML

· Single Sign On
(b) BigTinCan Studio (powered by Scroll Motion) - you can have the ability to create interactive mobile sales and training content via the browser based design tool that enables marketers, designer and agencies to build touch-driven content without any coding. BigTinCan Studio can only be purchased alongside a Licenced Product and all users in the company must have BigTinCan Studio if the product is required. This includes:
· Unlimited access to presentation conversions using ScrollMotion Technology

· Product Training
(c) Professional Services consisting of:

(i) Level 2 Support - provides you with access to the internal BigTinCan ticketing system and support. After completing Level 1 diagnostics, if there are any product related bugs, and then the matter will be transferred to BigTinCan Subject Matter Expert (SME) who will be able to troubleshoot the problem. The support will typically include:
· General product knowledge
· Questions relating to items within application after logging in to application
· User configurations
· Product related bugs
· Direct email access to BigTinCan
As a Level 2 customer, potential product enhancements requests can be submitted.
If you require support, an administration account will need to be added to the “People” list which is located within the BigTinCan hub instance. Level 2 Support does not include:

· Network diagnostics

· Username or password validation and resets

· Access to product

(ii) Gold End User Support – Dedicated assigned support person for a maximum of 60 support hours per quarter, charged at a fixed rate. This provides 24x7 priority access to support professionals, enhanced response time to Severity Level 1 issues, and additional support services such as premium branded support portal access, a designated Technical Account Manager (TAM), enhanced administrator training, prioritised feature requests and remote support. The designated BigTinCan Technical Account Manager (TAM) will be familiar with your implementation, and will provide personalised service and support. The TAM will also schedule and manage monthly status meetings to review open support issues, functionality questions and status on feature requests. 

Remote Server Support is used to ensure that the system is always maintained and has the latest security patches and server features available to protect vital content and information assets. Remote Server Support provides assistance in BigTinCan hub appliance maintenance, including: 

· Running server software updates 

· Identifying user and content permission issues 

· Assistance with Directory Services integration (note: requires AD, eDirectory and/or SAML 2.0) 

· Assistance with appliance backup script setup (note: requires external SSH accessible storage location) 
This service includes the Cloud Configuration and Setup Service as well as quarterly training sessions with your System Administrators to review functionality not covered in TAM meetings. 
This includes the ability to receive calls and support End Users (as well as the System Administrator). The customer will be notified when the 60 support hours have been reached (at which time Professional Services hours will need to be purchased). 
Gold Support provides priority to triaging your instance’s technical issues and feature requests, ensuring the fastest response time possible. Additionally, you will have the opportunity to participate in quarterly meetings with BigTinCan Product Management team to discuss features, feature requests and product roadmaps.
Gold Support includes enhanced SLAs including one (1) hour guaranteed response time to Severity Level 1 issues and priority queue access for standard support requests.
Gold Support includes 27x7 support with enhanced support response times as follows:

	Severity Level
	Classification
	Contact Method
	Target Initial Response

	1-Critical
	System down: Customer is unable to access BigTinCan server and data is not available to users
	Phone call
	1 Hour

	2-High
	Operations are severely restricted: Content is available but administration features regarding composition, users, channel, groups, and tabs are not functional
	Phone call
	4 Hours

	3-Medium
	The product does not work as designed, resulting in a minor loss of usage.  A workaround is available.
	Support portal
	Next Business Day

	4-Low
	There is no loss of service.  This may be a request for documentation, general information product enhancement request, etc.
	Support portal
	Next Business Day


(iii) End User & Administrator Training – this involves the training for a customer’s System Administrator(s) if they require re-training or additional training to what was provided in the initial handover of the system. These services are charged at an hourly rate in minimum ½ day (4 hourly) blocks.

(iv) Adhoc – These services are charged at an hourly rate and subject to a one (1) hour minimum. The services could include:

· Customised home screen

· Additional customised configuration options

· Integration into 3rd party data sources (CRM / LMS / Data Storage)

· User creation or management 

· Content management  

· Integration or other ad hoc services
Out-of-the-box integration is currently available for:

· Adobe CQ5/AEM

· Airwatch

· Alfresco

· Amazon Web Services S3

· Box

· Citrix

· CMIS/ECM Systems

· Dropbox

· Egnyte

· Evernote

· Google Drive

· Jive

· Marketo

· Microsoft Dynanmic

· Microsoft SharePoint Online (for Office 365)

· Microsoft OneDrive & OneDrive for Business

· MobileIron

· Oracle/Siebel & CRM On Demand

· Salesforce

· SAP

· SMB/Windows File Shares

· SugarSync

And more.

Data integration to back-office systems:

· Rest-based API

· Data export (CSV)

· Other:
· Custom application development (mini apps)

· Forms Creation

· Forms Integration

· Custom application development

15. CUSTOMER OBLIGATIONS & ACKNOWLEDGEMENTS

15.1 You acknowledge and agree:
(a) In order to use the product, you will require:
· a mobile, laptop or desktop device;
· access to a data service.
16. THIRD PARTY SERVICES PROVIDER & USAGE TERMS

16.1 The Optus Mobile Content Enablement Service includes the on-supply of Third Party Service Provider Products and services as specified in the associated application or statement of work.

16.2 The relevant Third Party Usage Terms applicable to the Service as available for acceptance on initiation of the device App or the Service or when accessing the Platform or as otherwise available at the following URL address:

The End User Licence Agreement is located here: http://www.bigtincan.com/eula
17. PRODUCT OR SERVICE RIGHT OF USE

17.1 Subject to your acceptance of and compliance with the Third Party Usage Terms, the Third Party Service Provider will grant you a non-exclusive, non-transferable license for the term of the Agreement to use the Licensed Product for your internal operation and maintenance purposes and not for commercial distribution, re-sale or other trade dealing.
17.2 Subject to your acceptance of and compliance with the Third Party Usage Terms, the Third Party Service Provider will grant you a non-exclusive, non-transferable right of use to access the Hosted Platform for the term of the Agreement for your internal operation and maintenance purposes and not for commercial distribution, re-sale or other trade dealing.

17.3 Optus and Optus Personnel, acting in their capacity as an agent for the relevant Third Party Service Provider, will invoice you for the Third Party Product Licence and access to the Hosted Platform. You appoint Optus and Optus Personnel as your agent for ordering, accepting delivery, and making payment to the Third Party Service Provider on your behalf.
18. DEFINITIONS

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

Hosted Platform means the hosted platform server which is located at Amazon Web Services (AWS), Sydney NSW Australia. The service level for the Licenced Product is 99.9% uptime.
Licenced Product means the BigTinCan Hub software;
Third Party Service Provider means, in respect of the Licenced Product, BigTinCan Hub.
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