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SERVICE DESCRIPTION: OPTUS MY FLEET MANAGER SUITE 


This Service Description forms part of Optus’ Standard Form of Agreement pursuant to the Telecommunications Legislation.

This Service Description for the Optus My Fleet Manager Suite comprises the following Parts:

· Part 1: Service Family Terms (applicable to all Optus My Fleet Manager Services); and 

· Part 2: Service Option Terms

· Part 2A: Optus My Fleet Manager - Licence
· Part 2B: Optus My Fleet Manager – Fastlane Mobility Managed Services (FMM)






PART 1
SERVICE FAMILY TERMS: OPTUS MY FLEET MANAGEMENT SERVICE

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).


SERVICE FAMILY
1.1 Service Description
[bookmark: _Hlk42258733]The Optus My Fleet Manager Suite is an enterprise-class mobile fleet management suite which comprises of the My Fleet Manager online platform with My Fleet Manager Mobile Application and the My Fleet Manager – Fastlane Managed Mobility Service. 
The Optus My Fleet Manager (‘MFM’) online platform is available through a web browser and enables you to monitor and control your telecommunications expenses, self-manage and track mobile hardware and mobile carrier related applications, set customised alerting and thresholds; through the collection, analysis and reporting of your nominated services by deep integration into the Optus network and systems, through a SaaS application.
The supporting Optus MFM Fastlane Mobility Managed Service combines the MFM technology with a team of service delivery consultants to deliver complex mobility enablement including asset management, procurement, provisioning and professional services.
1.2 Optus Group Company
The Optus My Fleet Manager Services is supplied by Optus Networks Pty Limited (ABN 92 008 570 330). 

SERVICE OPTIONS
· Optus My Fleet Manager Licence Tiers: Gold, Platinum, Platinum Plus
· Optus My Fleet Manager- Fastlane Mobility Managed Services (FMM)


1.3 Related Service Options
Some Service Options can only be provided to you on the basis that you also acquire other Service Options. Service Options which are prerequisites to other Service Options are noted in the Service Option Terms as ‘Related Service Options’. Information on prerequisite Service Options is contained in the Application or as advised by Optus when you lodge the Application.
The Optus FMM is a Related Service Option to Optus MFM Platinum and Platinum Plus and is only available to be purchased in conjunction with the Optus MFM Platinum and Platinum Plus licences. 
The Optus MFM Employee Experience Mobile App is a Related Service Option to Optus MFM Platinum and Platinum Plus and is included in conjunction with the purchase of Optus MFM Platinum and Platinum Plus licences. End users wanting to use the MFM Employee Mobile Application can download it on the App Store or get it on Google Play. 


[bookmark: _Hlk5614682]
THIRD-PARTY PRODUCTS AND SERVICES
2. 
2.1 Optus is not the primary provider of the services. The Optus My Fleet Manager uses Third-Party Products and services.
2.2 The Third-Party Service Provider for the Optus My Fleet Manager is Invia Pty Ltd, ABN 53 128 141 113 (“Invia”) 
2.3 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 located in the EULA, 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.


TRAINING
2.4 Optus will provide you with a 2-hour training session covering the following matters. 
Functional features and management benefits of the Service;
Operating and managing the Service; and
Introducing the Service to your employees.
User management is included in the training and covers adding of new users, changes to existing users and termination of users by customer choice, supported by the Third-Party Service Provider

2.5 The training session will be tailored by Optus based on the Service Options and Service features you have selected in your Application.
2.6 The training will be conducted in a national capital city location approved by Optus and at your premises or other venue nominated by you, at your cost.  You may have as many participants at the training session as you consider reasonably necessary.


SERVICE PROVISIONING
2.7 Service Provision

(a) Your Application will contain:

(i) Your selected Service Option(s), the charges and any applicable features and characteristics,

(ii) And a Target start date where applicable.

2.8 Where a feature of the Optus MFM requires the acquisition of Third-Party data, such as billing data from a Carrier other than Optus, you will be required to work with the Third-Party Service Provider to implement an automated, electronic method for Optus MFM to ingest the necessary data. 

2.9 Where a feature of the Optus MFM requires the acquisition of customer data, such as cost center and employee details, you will be required to work with the Third-Party Service Provider to implement an automated, electronic method for Optus MFM to ingest the necessary data.


ACCESS PROFILES & SECURITY
2.10 [bookmark: _Hlk508865364]There are three levels of online access and security available to registered users of the Service:

0. Corporate Administrator: Access to all information at and below the highest organisation level; 
0. Corporate Cost Centre Manager: Access to all information at and below the highest organisation level; and
0. Corporate End User: Access to information on all devices registered against the user profile via the Employee Experience Mobile Appas part of the Platinum or Platinum Plus licence.

2.11 You are responsible for the correct distribution of your registered users access profiles and access to the personal information of End Users.  Optus is not responsible for any unauthorised access to your asset database.  You indemnify Optus for any Loss associated with either the incorrect distribution of a registered user's access profile or access to the personal information of an End User. 

2.12 You acknowledge and agree that Optus will have access to your asset and billing information at the Customer User level.


FAULT REPORTING 
2.13 Fault Reporting
0. As soon as you become aware of any Fault in the Service, you must report that Fault to Optus by telephoning the number notified to you by Optus from time to time. The number will be available Monday to Friday (excluding gazetted public holidays) between the hours of 8.30am and 5.00pm Australian Eastern Standard Time.
0. Before reporting a Fault to Optus, you must take all reasonable steps to ensure that the Fault is not attributable to an Excluded Event. If Optus determines that the Fault is attributable to an Excluded Event, Optus may charge you for reasonable costs incurred in the investigation of the Fault, and if you require Optus to rectify the Fault attributable to the Excluded Event.
0. Where Optus determines that the Fault is an Excluded Outage, Optus will restore the Service as soon as is reasonably practicable. The Fault will be rectified when Optus notifies you that the Excluded Outage has been resolved.   
0. Where Optus determines that the Fault is a Service Outage, the Fault will be rectified when Optus notifies you that the Service Outage has been resolved. Optus may notify you via telephone call, voice message, e-mail or text message.
0. Any further conditions regarding Fault restoration applicable to only one or more Service Options are set out in the relevant Service Option Terms. 


YOUR RIGHTS, OBLIGATIONS AND REQUIREMENTS
2.14 In using the Service, you must agree to comply with any rules imposed by any Third-Party whose Content or services you access using the Service or whose network your data traverses. 


RELEVANT APPENDICES
2.15 In using the Service you must agree to comply with Optus’ Acceptable Use Policy. 



PART 2A
SERVICE OPTIONS TERMS: OPTUS MY FLEET MANAGER - LICENCE

1. DESCRIPTION OF THE SERVICE OPTION
3. Service Option Description
Optus My Fleet Manager is a software as a service application which is accessible via the internet and provides you with access to an online management tool to monitor your telecommunication assets and related expenses through the collection, analysis and reporting of the relevant asset details and related billing data (the “Service”).  

The software is available in Gold, Platinum and Platinum Plus options. The basic Optus My Fleet Manager service consists of:

0. Set-Up and Onboarding

0. Mobile Cost and Allocation Reporting 

0. Supply of Optus MFM portal including customisable dashboard

0. Asset Management

0. Inclusion of the Employee Experience Mobile App on Platinum and Platinum Plus options only.



SERVICE FEATURES
3.1 The service is sold as Platinum as standard for $5.00 including GST per active service per month and includes the following standard features:
(a) Set-Up and Onboarding
(i) Your Application will contain details on the service and feature required for onboarding.
(ii) Each feature requires software to be installed at the premises and your computer hardware, for example your computer server.
(iii) If you have chosen the Optus My Fleet Manager service, Optus will offer you installation of the relevant software at no charge, provided that you supply the installed pre-requisite computer hardware at your own cost.
(iv) If you comply with the technical pre-requisites Optus will install the software remotely over the internet on your system.
(v) Upon authorisation, the carrier interface and setup of the required accounts will occur. This will be within 6 weeks of the contract sign date. From this point, within 12 days, customisation of the account will occur with a completed customer interface setup to occur after customer access has been granted. 

(b) Mobile Cost Analysis and Cost Allocations
(i) Full historical reporting and analytics on spend, organised according to hierarchy and cost centres.
(ii) Interfaces with HR and Finance systems to manage users and cost centre hierarchy.
(iii) Assign and allocate charges to individuals and cost centres.
(iv) Personalise accounts and services with names and descriptions to identify spend.
(v) Analyse all mobile spend by local and international calls and data.
(vi) Identify and analyse trends across time at any level in the organisational hierarchy.
(vii) Easily find any outliers or exceptions at department, cost centre and service level. Service call or data sessions can be identified. 
(viii) Flag calls, SMS or data as personal or business.
(ix) Up to 12 months of billing history (where available) can be reviewed.

(c) Executive Dashboard
(i) Usage data and spend for mobile and fixed services.
(ii) Users can access their individual dashboard when online using a secure encrypted login.
(iii) Multiple access levels supported.
(d) Reporting
(i) Standard reports include cost centre breakdown, zero usage, cost analysis, personal usage, add, moves and changes, technology funds, device compliance and many others.
(ii) Set up budgets at any level in the hierarchy and report actual vs budget.
(iii) Download standard reports in PDF, Excel or CSV.
(iv) Schedule reports to run when needed and have them delivered via email.
(v) Individual cost centre managers can sign in to view and manage their own cost centres spend and run and schedule their own reports.

(e) Asset Management
(i) Enables reporting and updates by administrators to the asset register comprising of device information such as IDs (e.g. IMEI), device type, manufacturer, model and other information (where available).
[bookmark: _Hlk42263438](f) Employee Experience Mobile App
(i) The Mobile App is available to download from Google Play and Apple App Store if you have purchased Optus My Fleet Manager on Platinum or Platinum Plus options.
(ii) The Mobile App end users will be able to view usage and spend detail for their own service(s) within the mobile app once the services have been assigned to the user by a Corporate Administrator. 
(iii) The Mobile App is compatible with iOS 11.0 or later, and with Android 7.0 or later.

OPTIONAL SERVICE FEATURES
3. The following optional services features will incur a separate charge as specified in the Application:
(a) Asset Management Plus
(i) Direct integration with Optus systems includes updated fleet asset register including device information.
(ii) Enables easy and up to date asset management and gives visibility of critical device information such as IDs (e.g. IMEI), device type, manufacturer, model and other information (where available).

(b) Apple DEP Enrolment
(i) Visibility on assets enrolled in Apple DEP program. 

(c) Connects, Disconnects, Resign and Plan Changes
(i) Provides connection visibility and reporting including Moves, Adds and Changes (MACs) tracking.

(d) Pre-bill Usage for Forecast Spend Analysis
(i) Optus mobile usage data is updated daily providing insights on unbilled usage in the current billing period.


(e) Support for Multi-Carrier Invoices
(i) Support for Third-Party carrier invoices delivered as an electronic feed in a pre-agreed format.

(f) Fixed Voice & Data Cost Analysis and Allocations
(ii) Add fixed line charges to mobile and use extensive reporting and analytical capability across entire spend.


EMPLOYEE EXPERIENCE MOBILE APP
The service includes the following standard terms when MFM Platinum or MFM Platinum Plus is provided:

(f) License: Optus allows you to use the Service on the Third-Party Usage Terms which is located in the EULA. If you do not accept the Third-Party usage terms, then Optus may cancel the use of the Service. 
(g) Conditions of use: You and your end users must not copy any of the intellectual property in this app or use the app in a way that is contrary to this Agreement or is not in good faith. 
(h) Charges: The MFM Platinum or the MFM Platinum Plus end users can download the app. Some functions of the app might use a small amount of data. If the end user is roaming, all data used will be charged at the applicable roaming rate. Any prices referred to in this app include GST unless otherwise stated. Roaming rates quoted are GST-free.
(i) Timing and Accuracy of Information: End users may be able to view info about their mobile usage in the app. This information isn't generated in real-time. Typically, mobile usage information is updated within approximately 24 hours. End users may also be able to see a description of the plan inclusions in the app - we've tried to make those descriptions as simple as possible, but for an authoritative source please refer to the Optus Standard Agreement.
(j) Notifications: We may send you push notifications relating to the operation of the app or your use of it and your Agreements or services with Optus,.
(k) Security: Optus does not represent or warrant that the app will be uninterrupted, timely, error-free, free of viruses, intrusion or other harmful components. The use of the app is governed by the Third-Party EULA
(l) Disclaimer: To the extent permitted by law, we do not represent, warrant or guarantee the suitability, completeness, accuracy or currency of any information or content accessed via the app, or that the app will be uninterrupted, timely, error-free, free of viruses, intrusion or other harmful components.
(m) Upgrades and new releases: Any upgrades or new releases will be governed by the Third-Party EULA terms.
(n) Changes to this Agreement:. The Third-Party usage terms allows the app to be changed from time to time, if you don’t agree you should instruct your end users to delete the app.  
(o) [bookmark: _Hlk49768739]Ending use of app: We may cease providing the app at any time. You may also do so by deleting it and instructing your end users to do so.


SUPPORT SERVICES
3.3 The first level of Support is via the Optus Helpdesk, who will triage the issue. Tier 1 Support will assess and triage the call to Invia Helpdesk via an agreed process for support and escalation.

3.4 The Third-Party Service Provider will provide you on the Service start date, a CID for future and all support requests and queries.

Your authorised list of representatives can contact the Third-Party Service Provider Helpdesk during the Standard Business Hours by email.


3.5 General Support Scenarios and Responsible Party

General support scenarios and the responsible parties are listed below: 

	Support for
	Responsible Party

	Ordering products and services, billing and payments
	Optus Helpdesk

	Alert notifications
	Optus Helpdesk

	Issue relating to accuracy of data
	Carrier Helpdesk

	Issue relating to apparent non-functioning software
	Invia Helpdesk

	Software or Mobile App access or inability to log in
	Invia Helpdesk

	Request for additional end user login
	Invia Helpdesk

	Add, edit or move a cost centre
	Self-serve

	Assign an unallocated service
	Self-serve

	Assign mobile domestic data and roaming alert preferences
	Self-serve

	Request for optional features 
	Optus Account Manager

	New feature request
	Optus Account Manager


[bookmark: _Toc475442293]
3.6 Support Exclusions

Optus and its Third-Party Service Provider shall have no obligation to provide support in connection with any error, questions or problems that arise from the use of the software with an incompatible internet browser and/or in a way that is not permitted under these terms.

3.7 [bookmark: _Toc475442297]Support Hours

Support is provided during Standard Business Hours.

3.8 SLA Target Response and Resolution Matrix
 
The ability of Optus and its Third-Party Service Provider to respond according to the Response and Resolution matrix below will be contingent upon timely response and cooperation other carrier resources.

	Category
	Definition
	Process
	Support Commences
	Resolution Timeframe

	Critical
	Any error, bug or malfunction that causes any feature of the solution to become unavailable to customer
	Critical faults must be logged directly with Invia by email
	within 60 minutes
	80% of faults restored within 8 business hours; 
100% of faults restored within 72 hours, from the time the issue was acknowledged.

	Major
	Any error, bug or malfunction that causes any feature of the solution to operate unreliably or become intermittently unavailable to customer; or a material degradation in performance, or a material data accuracy issue.
	Faults must be logged directly with the Invia by email
	within 4 hours of notification
	80% of faults restored within 3 Business Days; 
100% of faults restored within 5 Business Days, from the time the issue was acknowledged.

	Minor
	Any error within the solution that does not impact availability or have a material impact on a customer’s ability to use the solution.
	Faults must be logged directly with the Invia by email
	within 1 Business Day of notification
	80% of faults restored within 5 Business Days; 
100% of faults restored within 10 Business Days, from the time the issue was acknowledged.

	Queries
	Any general query relating to the solution or its delivery
	Queries must be logged directly with the Invia by email
	within 5 Business Days of notification
	80% of queries resolved within 10 Business Days;
100% of queries resolved within 20 Business Days, from the time the issue was acknowledged.




CANCELLATION FEE
3.9 Where your 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:
9. 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
9. all costs that will be incurred by Optus as a result of the cancellation; plus
9. 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.


PART 2B
SERVICE OPTION TERMS: OPTUS MY FLEET MANAGER – FASTLANE MANAGED MOBILITY

1. DESCRIPTION OF THE SERVICE OPTION
1.1 	Service Option Description
Optus My Fleet Manager – Fastlane Managed Mobility (FMM) offers a single point of management for mobility hardware, applications and mobile carrier service related requirements. It combines the MFM with a team of consultants to deliver complex mobility enablement including asset management, procurement, provisioning and professional services. This service can streamline the management of a customer’s mobility fleet and rationalise costs.


2. RELATED SERVICE OPTION
The FMM is only available to MFM Platinum and Platinum Plus.

3. SERVICE FEATURES
[bookmark: _Hlk524334067]The MFM Fastlane Managed Mobility Table below shows all the individual service items available as part of FMM product suite. 
MFM Fastlane Managed Mobility Table
	
	MFM Fastlane Managed Mobility Product Suite

	
Section
	
Service
	Fastlane Managed Mobility 
	With End User Support bundle
	With Device Management bundle
	With EMM Management bundle

	4.1
	Optus MFM Core
	√
	√
	√
	√

	4.2
	Set-up and Onboarding
	√
	√
	√
	√

	4.3
	Level 2 FMM Admin Helpdesk  Support
	√
	√
	√
	√

	4.4
	Mobile Support Application and Online RHINO Portal
	√
	√
	√
	√

	4.5
	Device Enrolments, Setup and Support
	√
	√
	√
	√

	4.6
	Corporate Usage alerts Management
	√
	
	
	

	4.7
	Level 1 End-User Helpdesk Support 
	
	√
	+
	+

	4.8
	Dedicated Resource
	
	+
	+
	+

	4.9
	Extended Hours
	+
	+
	+
	+

	4.10
	Mobile Bill Assist including Contract Tracker assist
	√
	√
	√
	√

	4.11
	[bookmark: _Hlk5274233]Proactive Health Checks
	√
	√
	√
	√

	4.12
	Mobile Service and Plan Provisioning (MSPP)
	√
	√
	√
	√ 

	4.13
	Procurement
	
	 
	√
	 

	4.14.1
	Basic Staging
	
	 
	√
	 

	4.14.2
	Advance Staging
	
	
	+
	[bookmark: _Hlk5362865]+

	4.15
	Mobile Device Support 
	
	 
	√
	 

	4.16
	Mobile Accessory Support
	
	
	√
	

	4.17
	Hot Swap Management
	
	
	√
	

	4.18
	VIP Service
	
	+ 
	+
	 

	4.19
	EMM MACs
	
	 +
	 
	√

	4.20
	EMM Professional Services Management 
	
	 
	 
	√

	4.21
	Application Support
	
	 
	 
	√

	4.22
	Advance Application Support
	
	
	 +
	 +

	4.23
	Professional Service Consultancy
	 +
	 +
	 +
	 +


[bookmark: _Hlk524357921]
Service Level Offerings
The first column of the MFM Fastlane Managed Mobility Table is the Base Service Offering. The subsequent columns are suggested bundles which when added with the Base Service Offering will provide support and service for:
a) End User Support
b) Device Management
c) EMM Management
The ‘√’ in the table represent services that are available as part of the bundle. The ‘+’ in the boxes represent additional services that can be added to the bundle to further enhance that tier offering. 
INDIVIDUAL SERVICE ITEM DESCRIPTIONS
[bookmark: _Hlk524358302]The following section provides description of the scope of each individual service item. 
[bookmark: _Hlk524333609]Optus MFM Core 
The MFM Core is setup as part of the MFM License which is a mandatory service that enables Fastlane Managed Mobility. The MFM Core is described in Part 2A and includes all the services in Part 2A, Section 2.1.  
Setup and On-Boarding
[bookmark: _Hlk524358812]Service Setup and Onboarding is the customisation and implementation of FMM into the customer's environment using the Third-Party Service Provider’s implementation approach and involves:
0. Your Application will contain all details on the service and feature required for onboarding.
0. Determining the assets to be managed 
0. Agree support procedures
0. Implementation
0. Customer administrator training
0. Upon authorisation, the carrier interface and setup of the required accounts will occur. This will occur within 6 weeks of the contract sign date. From this point, within 12 days, customisation of the account will occur with a completed customer interface setup to occur after customer access has been granted. 
0. The Third-Party Service Provider will provide a project manager to your account for the setup of the Service. You will need to allocate a project manager to prime coordination and implementation at your end. 

[bookmark: _Hlk524361809]FMM Admin Helpdesk Level 2
(a) [bookmark: _Hlk482819102][bookmark: _Hlk524361953]Provides support for Authorised admin users during Standard Business Hours for MFM and FMM support. Authorised admin users can contact the Helpdesk through the following methods:
Phone - +61 2 8875 7819 (1800 931 993)
Email - OptusFastlaneSupport@invia.com.au 
Portal – https://Rhino.optus.invia.com.au

(b) The Helpdesk is available as a single point of contact for authorised IT Administrators.  All incidents and requests will be logged and assessed, and a reference number provided from the Helpdesk agent at the time of logging the ticket.
(c) Unless otherwise agreed, the Helpdesk is available Standard Business Hours Australian Eastern Standard Time, excluding public holidays in Sydney, Australia. 
(d) The Third-Party Service Provider will provide you on the service start date a CID for future and all Support requests and queries.
(e) The Third-Party Service Provider supplied FMM Admin Helpdesk will take support requests only for the Optus FMM services.

The FMM Admin Helpdesk will undertake one of the following steps to resolve support requests:
Step 1	Resolve issue over the phone 
Step 2	If possible, attempt to resolve issue via remote access
Step 3	If required, an on-site visit to the End User to determine source of fault, subject to incurring an optional service feature charge for On-Site / Remote Access Mobile Device Support – Level 1

Mobile Support and Online RHINO Application 
(a) The Administrator Online Support Portal service item provides self-service support, support ticket management and reporting capability 24 hours a day, 7 days a week. Access to the portal is only available to Administrators. The use of the Administrator Online Support Portal is governed by the EULA and usage terms which must be read and accepted by the Authorise User.
(b) The online portal features include:
(c) Log a support ticket;
(d) View all support tickets and filter the reports by call status, and resolution progress;
(e) Administrators will have access to the most current Asset Register;
(f) Administrators will have access to a set of default reports that include:
(i) Support Call Summary Report
(ii) Support Ticket Insights 
(iii) Support Ticket Metrics vs SLA

	1. Support Call Summary Report
	Summary of support tickets that were opened (created), closed (Solved), and that remain open (back-logged) for a specific month.
 

	2. Support Ticket Insights (Drilldown to Individual Ticket)
	Ticket metrics for a given month showing:
· Status (New, Closed, Solved, Pending)
· Type (Incident, Task, Problem, Question)

· Priority (Low, Normal, High, Urgent)
· Ticket Category (Issue, Service request, Carrier Mac Request)

· Channel (where the support request was placed - application, phone or web)
· End user type (admin or End User)


	3. Support Ticket Metrics vs SLA
(drilldown to individual ticket)
	Support SLA metrics for a given month mainly depicting:
· SLA Success rate %
· Tickets Within SLAs (tickets that Pass)
· Tickets Outside SLAs (tickets that Fail)
· Response Time (according to ticket Priority "Normal, Low, High, Urgent") with Pass/Fail




(g) Rhino is the Fastlane mobile support application providing a personalised and automated support engagement tool that enables Administrators to:
(i) Place a call with Helpdesk;
(ii) Log a support ticket;
(iii) Request a call back from Helpdesk;
(iv) View the status of notifications and logged support tickets;
(v) Receive notifications from the service; and
(vi) Access frequently asked questions (FAQ’s) for common support issues.
(vii) The use of the mobile support application is governed by the EULA and usage terms which must be read and accepted by the Authorised User.
(viii) The mobile support application is available for Apple iOS, Google Android or Microsoft Windows Phone operating systems.
(ix)           Minimum Requirements are:
	Mobile Operating System
	Minimum Version

	Google Android
	4.0.3

	Apple iOS
	7.0

	Microsoft Windows Mobile
	8








Device Enrolments, Setup and support
Fastlane ensures your devices are currently staged for DEP and Knox, in additional further Level 2 support is provided for device re-enrolments and enrolment status. Service will support queries on Apple DEP enrolments related to:
(a) Customer DEP setup for auto-enrolment of all devices
(b) device de-enrolment because of Dead On Arrival (DOA), repairs and other scenarios
(c) device re-enrolment following repairs
(d) report on customer device enrolment status for a service
(e) report on device enrolment status for all services
(f) report on enrolment errors and exceptions for all services
(g) Customer authorised contact can also approve services engagement for ‘hire an expert’ (chargeable at actual cost) to manage and support complex/staged/historical enrolments and/or enrolment issues that require Apple DEP L1/L2 support engagement
(h) Apple DEP queries are only supported for devices enrolled through Optus IDEP platform. Other carrier Apple DEP queries are not supported
Corporate Usage Alerts Management
Alert management includes setup and configuration of your alerts across your fleet. This includes domestic data, roaming alerts and any customised notifications as required across all your fleet.
(a) The FMM Admin Helpdesk can help with initial corporate alerts setup and also handle alert queries on:
(b) Review and walk through of the corporate alert portal and alert options 
(c) Report on the alert profile for a service
(d) Change of alert profile (opt-in/out, sms/email channel, user details update, etc) for a service
(e) Report on alerts sent 
(f) Custom reporting on failed usage alerts sent via sms
[bookmark: _Hlk6302436] Level 1 End User Helpdesk Support
(a) The End User Helpdesk support is available to authorised End Users during Standard Business Hours for FMM support. Authorised end users can contact the End User Helpdesk through the following methods:
Phone - +61 2 8875 7819 (1800 931 993)
Email - OptusFastlaneSupport@invia.com.au 
Portal – https://rhino.optus.invia.com.au 

(b) The FMM Helpdesk will undertake one of the following steps to resolve support requests:
Step 1	Resolve issue over the phone 
Step 2	If possible, attempt to resolve issue via remote access
Step 3	If required, an on-site visit to the End User to determine source of fault, subject to incurring an optional service feature charge for On-Site / Remote Access Mobile Device Support – Level 1
(c)          The End Users will have access to the Online Support Portal and the end user mobile support app for self-service support, support ticket management and reporting capability 24 hours a day, 7 days a week. The On-Line Portal and Mobile support app features include:
(i) Log a support ticket;
(ii) Request a call back from Helpdesk;
(iii) View the status of notifications and logged support tickets;
(iv) Receive notifications from the service; and
(v) Frequently Asked Questions (FAQ’s) for common support issues.
(vi) Rhino is available for download on Apple iOS, Google Android, or Microsoft Windows Phone operating systems.
(vii) Minimum Requirements are:
	Mobile Operating System
	Minimum Version

	Google Android
	4.0.3

	Apple iOS
	7.0

	Microsoft Windows Mobile
	8



 Dedicated Resource
The Third-Party Service Provider will appoint a dedicated project manager to manage implementation of the Service. 
You can opt in for add-on service to have a dedicated Service Delivery Manager to manage the Service, ensuring services meet the business need and are delivered in accordance with agreed business requirements, and managing the service lifecycle in conjunction with a service team.
 Extended Hours
Extended Support Hours are available as an add-on to avail the support 07:00 to 19:00 hours Australian Eastern Standard Time (AEST) Monday to Friday excluding NSW public holidays.
Extended Support Hours do not apply to:
(a) EMM Technical Expertise Access;
(b) Enterprise Mobility Consultancy; or
(c) Mobility Trainer Service. 
 Mobile Bill Assist and Contract Tracker
Mobile Bill Assist handles queries on mobile bill charges and includes a first bill joint review to help you understand charge summaries for high spend, roaming charges, credits and more. Mobile Bill Assist provides support for queries on mobile bill charges and assistance with:
(a) Understanding your Optus bill including a joint first bill review of charge summary for high spend users.
(b) Understanding Fleet Roaming charges and supporting contract, service and usage information.
(c) Custom reporting on Fleet Roaming charges by cost centres, services and usage using a customer nominated allocation framework.
(d) Assistance understanding Fleet IDD charges and supporting contract, service and usage information.
(e) Custom reporting on Fleet IDD and Mobile Data Fleet charges by cost centres, services and usage using a customer nominated allocation framework.
(f) Assistance understanding Daily Roamer Pack fees and charges – daily fee, excess fee, country/call type fee, monthly fee.
(g) Custom reporting on Daily Roamer Pack with fee, service and usage information (by day, country, call type, etc).
(h) Support and reporting on 3rd party content, license and service fees and charges appearing as Bill on Behalf charges on the bill.
(i) Support and reporting on mobile domestic data charges by service, plan inclusions and usage.
(j) Understanding mobile cancellation charges and providing supporting information where available (e.g. charge calculated by PCX and not manually by MBG).

Once you understand your bill, Contract Tracker ensures your contract is setup and continually tracked against your bill. This bill to contract validation service ensures your business is billed correctly for the services your signed for and includes:
(k) Semi-automated and manual verification of mobile and fixed billing against contractual parameters.
(l) Rate-checking to validate your interactions have been correctly rated by the carrier and all discounts applied.
 Proactive Health Checks
The quarterly health check is performed remotely on your EMM system and a report is provided on a quarterly basis with the findings and recommendations. 
The quarterly health check report will include recommendations for any process, configuration, system or policy changes including:
(a) Changes to profiles to reflect user changes or policy amendments;
(b) Required configuration changes to reflect any new or amended policy;
(c) Initiatives to improve the service;
(d) Software infrastructure patching; and
(e) Remedial recommendations to the service.
 Mobile Service and Plan Provisioning
[bookmark: _Hlk5273727]Mobile Service and Plan Provisioning (MSPP) is a set of predefined requests. MSPP are Level 1 Support requests submitted by Third-Party Service Provider, on your behalf and completed by your nominated carrier.
(a) MSPP is only available for service numbers listed in the FMM asset register.
(b) MSPP requests are submitted by the Third-Party Service Provider during Standard Business Hours.
(c) MSPP does not include hardware procurement. Hardware procurement can be added as a Bolt-On Service item for an additional charge.
(d) [bookmark: _Hlk520109967]MSPP is not available for BYOD devices where the SIM is privately owned by the End User. 
(e) The MSPP activities are:
1. Alerting thresholds;
1. Cancellation or disconnection of services;
1. Relevant user service details updates like user address, name as examples;
1. Temporary forwarding of a user's mobile number to a temporary number;
1. PIN / PUK retrieval;
1. Issue replacement SIM cards;
1. Service level barring, temporary suspensions and diversions set up;
1. Porting services in or out;
1. Moving services between accounts;
1. Suspension and barring of services;
1. Activation, deactivation and changes to mobile service features or functions such as voicemail; 
1. Activation off international roaming services; and
1. Barring international roaming services.
1. Mobile carrier coverage or network outage issues are not included or supported as part of the FMM support provided.
1. When you request a request via the FMM service, you are authorising Invia to act on your behalf in relation to the request. It is your responsibility to ensure that any written authorisation required by your nominated carrier is provided within 2 Business Days.
 Procurement
Hardware procurement enables an Authorised User to order hardware devices online. The hardware procurement process will be consistent with your nominated supplier’s ordering process and supports the following options:
(a) Orders are logged and updated for tracking purposes via the online portal;
(b) All devices are procured on your behalf via the nominated supplier’s procurement process; and
(c) The Mobile Device is sent directly to the End User. 
(d) Orders can be placed with the Support Desk via one of the following methods;
(e) Email to OptusFastlaneSupport@invia.com.au with your request by an Authorised User; 
(f) Email to  OptusFastlaneSupport @invia.com.au with your organisation’s internal procurement form, approved by an Authorised User; or
(g) The Authorised User can log an order via the Online Support Portal.
(h) The hardware procurement services are supported during Standard Business Hours.
(i) You acknowledge and agree that:
(i) The nominated hardware supplier’s standard procurement policies will apply to end of life Mobile Devices and an equivalent model will be procured from the nominated supplier;
(ii) Hardware procurement of a Mobile Device model and make is subject to availability; and
(iii) Delivery times are impacted by the delivery and logistics timeframes of the relevant hardware supplier.
  Staging 
Device staging prepares devices for each customer specific requirements and only applies to devices that are managed by Apple DEP, Google Android for Work, or Samsung Knox. The staging service supports:

(a) Minimum of 20 devices required
(b) Customer must provide all the software and instructions to be loaded on the devices e.g. application, device configurations etc
(c) Customer required to provide SIM cards and any Google account passwords / settings etc
(d) Provider will unbox each device, install SIM cards, load software, configure device settings, test the device and connectivity.
(e) Devices will then be re-boxed and shipped
(f) No kitting will be done i.e. cradles, cables and other accessories will not be unpacked.
(g) If asset labels and a register are required to be kept during the staging, then customer will need to be provide labels.
5.14.1 Basic Staging
Basic Device Staging includes the following services:
(a) [bookmark: _Hlk5280364]Fit Sim Card and ensure phone is not DOA
(b) Ensure the mobile service is active
(c) Includes any additional required documentation
(d) Dispatch to nominated address
(e) Available during Standard Business Hours only
(f) Performed during Standard Business Hours and does not include logistics
(g) The Ad Hoc Device Staging service feature is charged per device  
5.14.12  Advance Staging
Advanced Device Staging includes the following additional services:

(a) Enrolments of Non-Optus devices on Apple DEP 
(b) Kitting of the device with accessories and physical cradles  
(c) Load Third-Party mobile applications on the device through MDM
 Mobile Device Support
Mobile Device Support is available during Standard Business Hours. The Support Desk will undertake one of the following steps to resolve support issues;
Step 1 - Resolve issue over the phone (Typical target of up to 80% resolution in step 1); and
Step 2 - If possible, attempt to resolve issue via remote access.
The Mobile Device Support does not include:
(a)  On-site support or remote access support of the relevant device; 
(b)  Support for devices which are not identified in the Asset Register. Support requests for unregistered devices will require approval and incur an additional cost;
(c)  Device issues, faults or software bugs to which there are no documented or publicly available resolutions from the device or operating system manufacturer; 
(d)  Server-side email issues including email username and password related issues;
(e)  Mobile carrier coverage, black spots or network issues.
 Mobile Accessory Support
This service item is an extension of the Support Desk, providing support to the End User where they are experiencing issues with mobile device accessories and consists of support in: 

(a) connecting or pairing the mobile accessory with the Mobile Device;
(b) resetting the mobile accessory; and
(c) configuring the mobile accessory.

Supported accessories must be agreed in the CSEM.
Mobile Accessories Support does not include power issues, radio interference or issues with automotive Bluetooth car accessories.
 Hot Swap Management 
The Hot Swap Management service is available during Standard Business Hours. The Hot Swap Facilitator provides authority to the Third-Party Service Provider on the customer’s behalf, to resolve faulty hardware devices, repairs and general swap out as required. 
(a) This service item supports:
(i) Logging of faults covered under warranty with the device vendor service centre.
(ii) Hot swap of hardware from the hot swap device pool to reduce downtime; and
(iii) Procurement of new hardware
(b) You are required to supply an additional minimum of 3% - 5% of the total number of the your fleet of Mobile Devices under FMM management, to create hot swap device pool (“Hot Swap Pool”). The handset type and the total number of Mobile Devices required will be determined during the site audit process
(c) Replenishment of local spare pools warehoused by you and sent to End Users (or a depot for End Users to pick up from) when a device swap is needed, such as when a device is damaged. 
(d) Devices will be shipped via courier and handling charges is an extra to the service. Customer can use their own courier account if any; Integration may be required to facilitate a smooth process.
(e) Devices in Hot Swap pools are pre-staged with MDM as required and ready to be dispatched at short notice with instructions for End Users.

Hot Swap devices may not have an active SIM card in them so that the End User can insert their current SIM (if available), ensuring a rapid return to service with their existing phone number.  If the SIM is lost, a new SIM is provided and activated with the user’s number.
A Workshop is required with you and the Third-Party Service Provider to discuss and agree the end-to-end process to of managing hot swaps, ware housing, staging and dispatching.
 VIP Service
The VIP Service provides enhanced direct support to nominated users in priority over other End Users. This is typically for board members, nominated executives or other End Users who undertake critical or time-sensitive work.
(a) All requests from a VIP will be categorised as a Level 2 major incident;
(b) VIPs are identified at setup phase or can be added as required to the CSEM; and
(c) VIP users will be provided special 1800 number to log a request. 

VIP users can nominate an assistant or representative to log a request and manage the request on the VIP’s behalf.
 Enterprise Managed Mobility Move, Add, Changes (EMM MAC)

The EMM MAC service covers day-to-day [image: ]operations and end user updates to the MDM during Standard Business Hours.

EMM MAC activities supported includes:	
(a) Move, Add or Change relating to the MDM platform
(b) User profile management — moving users to required groups to receive required MDM group policies
(c) Support user changes for enrolling into the MDM platform
(d) Password resets for MDM in line with the customer's nominated protocols and validation of end user
(e) User profile updates and changing group MDM policies
(f) In the case of lost or stolen devices we can implement a remote lock, wipe or locate of the mobile device
(g) Manual enrolment of users into the MDM in cases where Active Directory connectivity is not supported
 Enterprise Managed Mobility Professional Service Management (EMM PSM)
(a) This feature provides the Administrator(s) with access to expert technical support in resolving issues with the EMM that occur on valid and active EMM licences. 
(b) The EMM PSM service provides a single point of contact for level 2 technical assistance support and can range from providing detailed knowledge on EMM services, issues, capability and liaising on your behalf with the EMM vendor’s level 3 and level 4 support teams.
(c) This includes:
(i) [bookmark: _Hlk522272913]Level 2 Support moves, adds and changes requests; 
(ii) Administrator portal guidance;
(iii) Service improvement initiatives;
(iv) Software infrastructure monitoring;
(v) Roadmap consultation; and
(vi) Software patching and updates.
(d) Administrator(s) authorised administrators can contact the PSM team during the FMM Standard Business Hours. During the site audit workshop, you will be required to provide a list all Administrator(s), authorised to access the PSM service feature.
 Application Support
(a) The application support service consists of:
(i) [bookmark: _Toc535360620] Securely distribute approved Third-Party /corporate app to compliant devices
(ii) [bookmark: _Toc535360621] Install / Uninstall of the application
(iii) [bookmark: _Toc535360622] Version control of the Third-Party/corporate apps
(iv) [bookmark: _Toc535360623] Delete / stop distribution of Apps that are no longer in use
(v) [bookmark: _Toc535360624] Restrict the user from uninstalling-deleting mandatory corporate apps (subject to MDM capabilities)
(vi) [bookmark: _Toc535360628]Application support is available during Standard Business Hours.

(b) You acknowledge and agrees that;
(i) An application that requires more than four (4) hours to test, is outside the scope of and are not included in the application support service. If your requirements are more complex and/or certain apps require additional scripting and testing, the application wrapping and delivery can be requested and scoped as a separate project. Projects are outside the scope of the application support service and are subject to availability and an additional charge.
(ii) In-house applications that do not comply with the relevant minimum Apple, Google or Microsoft development standards, to enable the relevant application to pass and be approved for distribution into the Apple App store or Google Play store, are outside the scope of and are not included in the application support service.
(iii) The Third-Party Service Provider will not be responsible for the resolutions or costs incurred due to malfunction, errors and faults in the application
(iv) You must provide a list of known issues, FAQs and training materials for the nominated applications.
(v) End User request for support is only available for agreed list of application support queries.
 Advance Application Support
The application support service consists of:
(a) application support specified in paragraph 4.21 and 
(b) Application vendor liaison for application problem management
(c) Release Management:  Every new release of the app (approved by the customer) will be tested on the relevant OS and device mix (provided to the Supplier) as per pre-agreed test cases (max 10).
(d) Third-Party and in-house application support. Subject the approval by the Provider of applications nominated by the Customer, support is included for up to a total of two (2) applications.
(e) Application support is available during Standard Business Hours.
 Professional Services Consultancy
The Third-Party Service Provider will provide professional, consulting and training services to you on a time and materials basis. Only Authorised Users are able request these services by providing a proposed scope or requirements. Optus will provide a quote based on the scope of the consultancy, professional services or training required.
CANCELLATION FEE
You may terminate the service for convenience during the Committed Term by providing 60 days’ written notice if you pay a Cancellation Fee equal to an amount that is 50% of the remaining monthly charges prorated to the end of the Committed Term. This Cancellation Fee will be included as a one-time charge on your monthly invoice.
ROUTINE MAINTENANCE 
 Optus is entitled to conduct Routine Maintenance without prior notice to you, in accordance with the following conditions:
0. Optus requires outage windows to be available for Routine Maintenance from 2am to 6am every Monday morning, to be used at the discretion of Optus (“Outage Windows”);
3.1 the target maximum impact to the Service during each Outage Window if used for Routine Maintenance is 10 minutes; and
3.2 the maximum total outage to you due to Routine Maintenance conducted during Outage Windows for any calendar month is targeted to be no more than 30 minutes.
SERVICE CONDITIONS
 Service Commencement
(a) The Service Start Date is deemed to occur on the date that you receive notification by the Third-Party Service Provider confirming activation of the first Service delivered under this Agreement.
(a) The charges for the Service will be set out in your Application and are subject to the minimum device volume specified in your Application:
(b) Any request for additional or ad hoc services by an Authorised User, are deemed to be a variation and will be invoiced to you for the relevant charges on and from the date of service activation.
 Minimum Contracted Services 
(a) Subject to an agreed contracted minimum as set out in the Application, you can increase the number of supported mobile devices for FMM during a monthly billing cycle. The monthly charge for the FMM will not be adjusted on a pro­rata basis until the next billing cycle.
 Customer Obligations and Acknowledgements
(a) You acknowledge and agrees that:
(i) You are responsible for ensuring that your nominated IT and business stakeholders or their delegates fully engage in all service establishment processes and activities;
(ii) You are responsible for ensuring that your End User access information is kept secure. The Third-Party Service Provider will not be responsible or liable for any damages caused by the misuse of the access information;
(iii) If the Level 1 End-User Helpdesk Support is not purchased, services are provided to nominated Customer IT Support representatives only;
(iv) Many individual services can be provided directly to an End-User or via a customer’s service desk. The details of how services are activated are subject to review and Agreement with the Third-Party Service Provider during the Establishment stage and documented in the FMM Support Manual.
 Response Targets
Helpdesk Response Targets – during Standard Business Hours
Ongoing platform support for the My Fleet Manager solution with the following service levels will be provided within business hours:

	Category
	Criteria
	Acknowledgement & Support Ticket Raised
	Start Support within
(max time)
	Permanent Fix
	Service Level Target
 
 

	1 – Critical (where Invia is Tier 1,2,3,4)
	Failure of the systems (supplied and managed by Invia- e.g. Rhino portal/ Rhino App/MFM) with a major business impact affecting use of software, products and services nominated and more than three users are unable to carry out the work duties
	30 mins 
	30 mins
	8 business hours
	98%

	1 – Critical (where Invia is Tier 1)
	Failure of the Third-Party vendor systems (such as MDM, Networks Coverage issues, Third-Party apps) with a major business impact affecting use of software, products and services nominated and more than three users are unable to carry out the work duties
	30 mins 

Initial triage & ticket lodgement with the relevant Third-Party service
	30 mins
	Follow up with vendor every 1 hour on status of permanent fix (or in accordance with vendor SLAs) 
	98%

	2 – Major (where Invia is Tier 1,2,3,4)
	Issues with systems (supplied and managed by the Third-Party Service Provider – including Rhino portal/ Rhino App/MFM) affecting more than three users in carrying out the work duties
	60 min 
	Max 4 hours
	8 business hours
	98%

	2 – Major (where Invia is Tier 1)
	Issues with systems (supplied by Third-Party vendor and managed by the Third-Party Service Provider  – e.g. MDM, Network Coverage, device specific issues) affecting more than three users in carrying out the work duties
	60 min
  
Initial triage & ticket lodgement with the relevant Third-Party service
	Max 4 hours
	Follow up with vendor every 1 hour on status of permanent fix (or in accordance with vendor SLAs) 
	98%

	3- Minor (where Invia is Tier 1,2,3,4)
	A minor issue with a low impact issue on systems supplied and managed by the Third-Party service provider – affecting more than three users where users can use the device for most of the tasks
	0-4 hours Max
	Max 8 hours
	5 Business Days
	98%

	3- Minor (where Invia is Tier 1)
	A minor issue with a low impact issue on systems supplied by Third-Party vendor – affecting one user where more than three users can use the device for most of the tasks
	0-4 hours Max

Initial triage & ticket lodgement with the relevant Third-Party service
	Max 8 hours
	Follow up with vendor every 24 hour on status of permanent fix (or in accordance with vendor SLAs)
	98%

	4- Requests (Invia is Tier 1,2,3,4)
	Service /Carrier requests that can be fulfilled by the Third-Party Service Provider without involvement of Third-Party vendor (such as automated carrier MACs, SIM activation, suspend, reactivate, cancel, sim swap, enable/disable roaming, enable/disable international calling, MDM MACs)
	0-24 hours Max
	Max 24 hours
	5 Business Days
	98%

	4- Requests (Invia is Tier 1)
	Service /Carrier requests that involves a Third-Party (EMM vendor, application vendor) e.g. Service Number Port in-port outs, billing enquiries, user MACs on Third-Party app, whitelisting issues on franchisees devices, device repair requests.
	0-4 hours Max
  
Initial triage & ticket lodgement with the relevant Third-Party service
	Max 24 hours
	Follow up with Third-Party every 24 hours (or in accordance with Third-Party SLAs)
	98%



  Documentation
You will receive the following documentation at the start of the service:

(a) Initial asset register (ptional);
(b) Service Engagement Manual – Service deliverables;
(c) Rhino Support Manual;
(d) Access to Rhino Knowledgebase; 
(e) Issues Register.
GENERAL SUPPORT SCENARIOS AND RESPONSIBLE PARTY
Support Exclusions
Optus and the Third-Party Service Provider shall have no obligation to provide support in connection with any error, questions or problems that arise from the use of the software with an incompatible internet browser and/or in a way that is not permitted under this Service Description. 

Support Hours
Support is provided during Standard Business Hours.


9.  CUSTOMER OBLIGATIONS & ACKNOWLEDGEMENTS
9.1 You acknowledge and agree that:
you are responsible for ensuring that your nominated IT and business stakeholders or their delegates attend the On-Boarding Workshop, to provide information on systems access and analysis, such as Exchange/Lotus notes; Gateway/Networks; Active Directory and to provide input On-Boarding Workshop activities;
you are responsible for ensuring that your end user access information is kept secure. Optus will not be responsible or liable for any damages caused by the misuse of the access information;
your end users are responsible for downloading, installing and registering the MFM mobile application and completing end user acceptance of the EULA;  
you are responsible for maintaining and updating your asset register. If the asset register is not maintained regularly this could result in delays in providing the end user, the required Helpdesk support;
when you or your end user requests a MAC via the Helpdesk, you are authorising the Helpdesk to act on your behalf. You are responsible for ensuring that any required approval is confirmed by your authorised contact within 48 hours to enable the Helpdesk to act on your behalf; and
FMM does not apply to BYOD devices. Limited Helpdesk support will be provided to a BYOD device included in the Asset Register. For the avoidance of doubt BYOD devices are excluded from all standard and optional service features (including the Carrier MAC).  

DEFINITIONS
Capitalised words not defined in the Service Description are as defined in the General Terms, unless inconsistent with the context in which case, the Service Description definition will take precedence.
Agreement refers to this MFM Standard Form of Agreement. 
APN means Access Point Name, the name of the gateway between GSM, GPRS, mobile network and another computer network, frequently the public Internet.
Apple DEP means Apple Device Enrolment Program
Assets means assets are defined as a Mobile Device; An active Mobile service; any other device that is managed under FMM.

Authorised Application means an application that has been agreed upon Helpdesk to be managed under the ‘Application Support’ service.

Authorised User means an employee or authorised representative, nominated by you as having authority and delegation to incur additional charges, or authorise changes to the environment as built, notified in writing to the Third-Party Service Provider.

Base Service Offering means the minimum Fastlane Mobility Managed services a customer must purchase for FMM.

Business as Usual (BAU) means the everyday running of the services under normal operations.

BYOD means a device owned by the end user, not the organisation, and utilised for a customer’s commercial purposes.

CID means customer relationship identifier.

Critical Fault means total loss of the Service or a fault that renders the Service unusable, or any fault which poses a hazard to the safety of your or Optus’ employees or contractors or the public in general.

Device Enrolment means enrolling devices to an approved EMM via process and methodology as detailed in the Support Manual.

Enterprise Mobility Management (EMM) Platform means a Third-Party Mobile Device management platform and related application, including but not limited to MobileIron, Maas360, Blackberry/Good Technology, XenMobile and Air Watch

EULA refers to the End User License Agreement. http://www.invia.com.au/end-user-license-agreement

Escalating (a support ticket) means to transfer the ticket to another group for actioning. This is undertaken when the work needed to resolve the ticket falls outside of the capability or scope of the service. It is the party that is actioning the ticket’s responsibility to update and resolve the ticket.

Excluded Event means a breach of the Agreement by you, an act or omission of you or any of your Personnel or an End User, or a failure of your equipment.

Excluded Outage means Scheduled Maintenance, Routine Maintenance, Service Degradation, Excluded Event and or Force Majeure Event. 

Extended Hours means support available between Mondays to Fridays from 6:00pm to 8:00am Australian Easter Standard Time, excluding national public holidays for Authorised End Users only. 
Fault means a Critical Fault, Major Fault, or Minor Fault.
Fault Restoration Target means the applicable fault restoration target for each region.

FMM means Optus MFM Fastlane Mobile Managed Service
Hot Swap Facilitator means a Customer employee that is trained by the Provider to manage a pool of hot swap devices and report back to the Provider on a regular basis.
IDEP means Invia Device Enrolment Program.
ITIL means Information Technology Infrastructure Library. A set of standardised practices that govern IT support structure.
ITSM means Information Technology Service Management
Level 1 Support means a support function that is accessed directly by End-Users and is at a basic technical level.
Level 2 Support means support functions that are accessed by a Level 1 support area. This generally applies when a customer operates a Level 1 Helpdesk but cannot complete the request or incident due to a higher technical ability or access being required. The Level 1 Helpdesk then escalates tickets to the Provider at Level 2 for action or resolution. It implies a high technical level.
Level 3 Support means support functions that applies to Third-Party vendor or specialist provided support, accessed by Level 2 support areas. It also implies expert/specialised technical level.
MAC means any move, add or change to an End User device or your managed mobile service
Major Fault means partial loss of a service, or a fault that renders the service impaired but still useable.
MFM means the Optus My Fleet Manager.
Minimum Mobile Service Volume means the minimum number of Optus Mobile Service Numbers specified in your application. This can be increased during the monthly bill cycle. The charge for the FMM will not be adjusted on a prorata basis until the next billing cycle.
Minor Fault means:
0. anomalies in performance;
0. non-service affecting alarms; or
0. general technical queries on the Service.

Mobile Device means any computing device small enough to hold and operate in the hand. An example is a smartphone or a tablet. 

Mobile Support Application (RHINO) means the mobile support application used for End User support in FMM. Named “Rhino.”

Outage Window has the meaning given to it in clause 6.1(a).

Optus Mobile Service means the carriage of voice and/or data over the Optus Mobile Network.

Optus Mobile Network means the Optus networks for wirelessly sending and receiving voice, SMS or data services on compatible devices within the areas, and using the frequencies, detailed from time to time at http://www.optus.com.au/business/sfoa. 

PCX means Policy Extension Customer Experience Platform

Peripheral means hardware that enhances the function of a Mobile Device such as a case or a car handsfree.

RACI means an outline of the various roles and responsibilities for a given project. It outlines the people who are Responsible, Accountable, Consulted and Informed within a project.

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

Routine Maintenance means maintenance conducted on the Optus Network during the Outage Windows.

SaaS means software as a service, a software licensing and delivery model in which software is licensed on a subscription basis and is centrally hosted. SaaS is typically accessed by users using a thin client via a web browser. 

Scheduled Maintenance means any maintenance Optus deems necessary as notified to you by Optus from time to time that is carried out between 11:00pm and 7:00am Australian Eastern Standard Time and does not include Routine Maintenance.

Service Description means the Service Family Terms and Service Option Terms applicable to the My Fleet Manager Service.

Service Degradation means any degradation in the availability and/or performance of the Service that does not render the Service unusable or significantly affect the operation of the Service. 

Service Delivery Point means the point at which a Service is made available for connection to your equipment. 

Service Family Terms mean the terms applicable to all Service Options 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 set out in Part 2 of this Service Description.

Service Outage occurs when there is a loss of connectivity over the Optus Network solely caused by Optus' act or omission and that is not an Excluded Outage. 

SLA means Service Level Agreement 

SSOT means the Single Source of Truth portal where Optus customer contracts are stored

Standard Business Hours means between 8.30am and 5.00pm Australian Eastern Standard Time.
Support Escalation means the escalation (between Level 1, 2 and 3 support) is the action taken when the expertise or tools to carry out a request or solve an incident is not sufficient for the current support level to carry out, therefore it is moved up to the next level of support.

Support Manual a document outlining all services, procedures and personnel involved in the delivery of FMM.
 
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 Application.

VIP means an End User that must be treated as a higher priority than other End Users for solving support cases.

VoLTE means Voice over Long-Term Evolution, a standard for high-speed communication for mobile phone and data terminals.

You or Your refers to the Customer.
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