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SERVICE TERMS
OPTUS ENTERPRISE Mobile Managed Services eSSENTIAL 
[bookmark: _Hlk101362189]This Service forms part of the Optus Enterprise Mobile Managed Services (OEMMS).
The OEMMS Essential Service Description comprises the following Parts:
· Part 1: Service Family Terms (applicable to all OEMMS Services); and
· Part 2: The Service Terms.
The Service Terms are separate terms applicable to the OEMMS Essential service (the Service) and are to be read in conjunction with both the General Terms and the Service Family Terms.
[bookmark: _Toc523829660][bookmark: _Toc51242207]
DESCRIPTION OF THE SERVICE
Service Description
The OEMMS Essential package is the standard service applicable by default to all Optus Enterprise Mobile customers.

The OEMMS Essential package delivers onboarding and supports Optus carrier services, hardware and business as usual account activities such as moves, adds and changes. These services utilise Optus Enterprise Service Desks across multiple locations and are provided with OEMMS Essential service levels. OEMMS Essential services for new clients include the assistance of a transition specialist who facilitates the move of existing services from an incumbent service provider to Optus

Service Components
OEMMS Essential consists of the following components:
(a) Onboarding (new Optus Enterprise customers only);
(b) Transition of Services (new Optus Enterprise customers only); and 
(c) Shared Mobile Service Support.

SERVICE FEATURES
The Service and its components are comprised of the following features, which are further detailed in the Service Feature Descriptions.

	Service Component
	Feature

	Onboarding
	Optus Enterprise Portal customisation

	
	On-boarding and support documentation

	
	Optus Enterprise Portal training

	
	Online training material

	
	Bill analysis and reporting system

	
	 

	Transition of services
	Site-based onboarding 

	
	Mobile inventory analysis

	
	 Standard transition window (specific days/hours)

	
	Dedicated Transition Specialist

	
	Individualised remote onboarding

	
	Site-Based Onboarding Events

	
	Basic device Deployment

	Mobile Service Support
	Optus Enterprise Portal (Administration and support portal for automated and Agent Assisted incidents, requests, and reporting)

	
	Optus Enterprise Service Desk 
(Administrative user support) - Shared



Available service features for the Service may change from time to time. Optus reserves the right to amend this without notice for new customers and with notice for existing customers.
[bookmark: _Ref101366749]SERVICE FEATURE DESCRIPTION
Onboarding
The onboarding features of the Service are only applicable to new Optus Enterprise customers. 
Onboarding is the customisation and implementation of Optus administration portal and bill analysis and reporting access for the customer's environment and involves:
· Engagement by the Transitions teams for onboarding activities
· Determining the assets to be managed or transitioned
· Engagement for support during and post-transition
· Initiation of Transition and onboarding activities
· Training and support for key customer contact
1. Optus Enterprise Portal Customisation
Optus Enterprise's OEP customisation gathers your information relating to authorised personnel during the onboarding process. All Optus Enterprise Service Desks teams use this information to create and configure the access requirements, authorised contacts and capabilities within the Optus Enterprise Portal.
1. On-boarding and support documentation
At the initiation of onboarding, a welcome pack of support material and digital documentation is customised for you. 
The welcome pack provides a reference bundle for key contacts in the organisation and includes:
· Information about Optus Enterprise and its mobility services;
· Explanations of the onboarding process and stages;
· Administrative and end-user FAQ;
· Customised contact information and escalation process;
· System-specific user guides, FAQ and "How to" material; and 
· Samples of the transition process updates and completion material.
1. Optus Enterprise Portal training
During transition and onboarding, an overview session is conducted on the OEP. This is supported by documentation and online materials in the welcome pack as a resource for use by new staff once onboarding has been completed. The Service Desk also assists with queries and issues with the portal itself, such as password reset, access and request processing.
1. Online Training Material 
Training material and support documentation are provided during the onboarding of new clients, and help/support instructions are also available from within the OEP for ongoing reference. Online resources are continually updated to provide customers with direct access to self-service capabilities and assistance. Digital copies of manuals, FAQ and tips are also provided to enable new users to be familiar with the systems and capabilities  if they were not present for initial onboarding training.
1. Bill analysis and reporting system
Billing and reporting using Insight Plus show detailed information relating to specific services usage and costs, breakdown, analytics and forecast. The billing analysis and reporting system is configured separately from Optus Enterprise Portal access requirements. The setup of Insight Plus is customised by gathering information provided by you relating to authorised personnel during the onboarding process. The Service Desk then uses it to create and configure the access requirements/staff and capabilities.
Billing analysis and reporting training
During transition and onboarding, a single training session is conducted on the Insight Plus platform by Optus. This is supported by documentation and online materials in the welcome pack as a resource to other staff once the transition is completed. The Service Desk is the point of contact for any issues with the billing and analysis system.

Transition of Services
The transition features of the Service are only applicable to new Optus Enterprise customers.
Onboarding and transition provides services, systems and activities to support your physical change of service provider to Optus. The transitions and onboarding activities reduce the impact to the end users and your business while also working with the Service Desk to support you after the transtioning of specific services to Optus.
1. Site-based Onboarding
Onboarding of mobile services and users is completed by Optus, based on your physical office locations. You will identify people and services at each site, and the onboarding is completed in site-based groups to allow the bulk distribution of equipment and transition activities. This process enables the transition teams to work with your local nominated onsite contact to onboard services quickly, efficiently, and address any issues.
This is enabled by:
· Your completion of the onboarding scheduling document for each location; and
· The transition team utilising the documentation to achieve the actions of onboarding each service on the day requested.
1. Mobile Inventory Analysis
Mobile transitions specialists gather information from the you about current services and devices. Your account management team then uses this to ensure that all transitioned devices work optimally with the Optus network. Where possible, this information is obtained before transition so that any hardware replacement requirements are be included in the transition process.
Device information requested for analysis will include:
· Make, model, serial, supplier
· Current carriage provider
· Operating System software version
· Location/usage details
· Other details such as peripherals for specialty users or requirements
1. Standard Transition Window 
Transitioning activities are restricted to ensure those onboarded to Optus services have sufficient time to complete the transition process during Business Hours.
Dedicated Transition Management
A dedicated mobile transition specialist acts as a project coordinator within Optus to organise and manage the movement to Optus of the individual services by working with your nominated contacts. As the project coordinator, the mobile transition specialist function that collates facilitates and arranges the transition of each service, working with you to schedule both hardware requirements and porting of services. 
This process includes:
· Facilitated onboarding/transition meeting to explain process and capabilities of the Enhanced service the mobile transition specialist provides
· Regular updates, scheduling and meeting with key contacts on the transition activities
· Liaison with Mobility specialists and service desk to action any requests or concerns during the transition to facilitate the transition in the shortest time and with a minor impact.
Individualised Remote Onboarding
Dispersed and remote distribution capabilities allow direct access to the user or specified locations other than the company sites where distance or environmental issues prevent site-based activities. This method requires more liaison with your nominated contact or individual staff due to the delivery locations, tracking of parcels and documentation requirements but allows for a dispersed workforce to be onboarded no matter where they are.
Site-Based Onboarding Events
Site-based events for hardware delivery, setup and activation are available to provide local Optus representation and transition facilitation. This event provides direct access to Optus during the onboarding process to maximise the end-user satisfaction being transitioned.
Onboarding Events are limited to a single business day for each metro site, where 200 services are regularly located. Support for regional areas or smaller metro locations is an additional service and is costed on application.
Basic device Deployment
Basic Device deployment ensure the end-user receives everything they need to be transitioned and includes the following services:
· SIM, Spare SIM and SIM ejector;
· Dispatch to a nominated address;
· Performed during Standard Business Hours and does not include logistics;
· Confirmation of delivery; and
· Booking of service transition
Mobile Service Support
Requests for support to resolve incidents/faults or to request new services or changes to existing services can be submitted either through the self-service Optus Enterprise Portal, or alternatively via the Service Desk.
Given that a number of common request types within the Optus Enterprise Portal platform have been automated, this is the most efficient way to request these items which are specified in the section below.
1. Optus Enterprise Portal (Administration and support for incidents, requests, and reporting)
The OEP platform 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 or defined key personnel.  The use of the Administrator Online Support Portal is governed by the EULA and usage terms which must be read and accepted by the Authorised Representative.
The online portal features include:
· Log a support ticket;
· Purchase hardware from the eShop;
· Automated methods for immediate resolution, including:
· Service Orders
· Activate SIM
· SIM Swap
· Manage Mobile (Rate Plan and VAS Changes)
· Suspend/Restore
· Data Bar/Unbar
· Agent assisted services requiring customer interaction for confirmation or authorisation requirements including:
· Proof of purchase
· Cancellation
· Change of Ownership between Optus Enterprise and Consumer/SMB (CHOWN)
· Port In/Out
· Warranty replacement
· Billing Enquiry
· Billing Dispute
· Special hardware & accessories ordering (e.g. handsets, Bluetooth) 
· Administrators will have access to the most current service register
· Administrators will have access to a set of capabilities in the portal dependant on the initial setup of their personalised access. This allows access to lodge requests, purchase hardware, activate, deactivate or change services. You control access and authority to complete specific functions and submit to set up staff in the portal.
1. Optus Enterprise Service Desk (Administrative user support) - Shared
The Optus Enterprise Service Desk provides authorised representative with a single point of contact for support or to lodge requests for service additions, changes and other activities available in the portal.  The Service Desks can generally be engaged via phone for service inquiries and requests during Monday to Friday 08:00 to 18:00, or for service incidents 24 x 7, or through the OEP, where some activities can be done through self-service automation to complete everyday tasks. 

All requests to the Service Desks (incidents and requests) are logged, assessed, triaged, and a ticket/reference number is provided to the user automatically. Any high priority requests for support should be phoned through to the Service Desks to ensure that they get the right level of attention.

SERVICE PRE-REQUISITES
Optus Mobile Service
1. You must establish and maintain an Optus Mobile Services to access the Service.
Access Connection
1. [bookmark: _Hlk101367700]You must establish and maintain an Access Connection that meets the minimum bandwidth requirements, as determined by Optus, to access the Service. 
The Access Connection is not included in the Service and is available for separate purchase from Optus (for example, Optus Evolve Internet services or a third party service provider internet service).

[bookmark: _Ref101366778]SERVICE REQUIREMENTS AND LIMITATIONS
You acknowledge that:
1. The Service does not include remediation works required to ensure that your network is sufficient to access the Service.
Optus may vary the Service or any term of this Service Description, without liability, if reasonably required to do so for technical, operational, regulatory or commercial reasons or if required to enable Optus to comply with any supplier agreement.
As certain features of the Service is delivered over the Internet, it may traverse networks and equipment that Optus has no control over. Optus will not be responsible for the performance and functionality of those components. 
You will comply with, and you will use all reasonable endeavours to ensure each End User complies with, all directions of a Regulator and all reasonable directions of Optus.
Optus may subcontract with one or more Suppliers to provide on its behalf any or all Services.
[bookmark: _Ref101366783]CUSTOMER OBLIGATIONS
In using the Service, you must comply with Optus’ Acceptable Use Policy and any rules imposed by any third party whose Content or services you access using the Service or whose network your data traverses.
The Service does not include, and Optus is not responsible for, any configuration of the equipment that you use in connection with the Service. This includes the configuration of any wired or wireless connectivity that may be supported by the equipment that you use in connection with the Service. 
You are responsible for ensuring that:
1. the equipment you want to use with the Service is correctly configured; and
1. you have compatible web browsers to access the OEP.
You may only authorise named administrators and end users to use the Service. You must keep an up-to-date register of these authorised personnel and make it available for Optus’ inspection at all times on request.
In relation to the OEP, you undertake that:
1. You will not allow any account profile to be used by any other unregistered user unless it has been reassigned in its entirety to another individual, in which case the prior individual shall no longer have any right to access or use the account;
(p) You shall keep a secure password for the use of the account/s, that such password shall be changed as frequently as is required by us in our absolute discretion, and that you shall keep the password confidential;
(q) You shall permit us to audit the accounts in order to establish compliance with this Agreement;  and
(r) If any of the audits referred to above reveal that any password has been provided to any individual who is not registered to a OEP account, then without prejudice to Optus’s other rights, you shall promptly disable such passwords and Optus shall not issue any new passwords to any such individual.
(s) You are responsible for the conduct of your Personnel while using the OEP. Your conduct should not include (but not limited to) using the platform(s) for	
violating intellectual property rights; 
any illegal or criminal activities; 
depicting sexually explicit images;
promoting unlawful violence;
the storage, distribution or malicious distribution of any viruses or any material during the course of your use of the OEP; 
threatening, obscene, harassing, defamatory, discriminatory, racially or ethically offensive or other objectionable behaviour;
causing damage or injury to any person or property;
sharing the OEP platform or access to the OEP platform with other users who are not licensed; 
using, displaying, mirroring or otherwise commercially exploiting the OEP or any individual element within the platform, Optus’s name, any Optus trademark, logo or other proprietary information;
altering, tampering or circumventing any part of the OEP platform;
providing services to third parties;
attempting to obtain, or assist third parties in obtaining access to the OEP platform, other than as provided under this Agreement;
attempting to reverse compile, disassemble, reverse engineer or otherwise commercially exploit, or otherwise make the OEP platform available to any third party;
attempting to copy, modify, duplicate, create derivative works from framing, mirroring, republishing, downloading, displaying, transmitting or distributing all or any portion of the OEP Platform , except to the extent expressly permitted under this Agreement;
accessing all or any part of the OEP platform in order to build a product or service which competes with the OEP platform;
licensing, selling, renting, transferring, assigning, distributing, displaying, disclosing, otherwise commercially exploiting, or otherwise making the OEP platform available to third parties; and
testing the vulnerability of any part of the OEP platform or for breaching any security or authentication measures."
(t) You agree not to access your OEP platform account and the platform through the use of any mechanism other than through the use of an authorised connection. 	
Optus is not liable for any costs, expenses, liabilities, losses or damages caused by your failure (or the failure of anyone in your organisation) to maintain the confidentiality of your OEP account credentials. It is your responsibility to keep your account information up to date in your account settings.
Optus reserves the right, without liability to you, to disable your access to your account or to any material as a result of any breach of the provisions of this clause. 	

[bookmark: _Ref101366791]THIRD PARTY USAGE TERMS
The Service may include the on-supply of Third Party Products by the Third Party Service Provider.
You agree to the Third Party Usage Terms and any warranty, support or other terms referenced within those terms, or provided with or embedded within the Product.

[bookmark: _Ref101366792]SPECIAL CONDITIONS
You will indemnify and hold harmless Optus and its affiliates, employees, agents and/or distributors, from and against any claims, disputes, demands, liabilities, damages, losses, and costs and expenses including, without limitation, reasonable legal fees arising out of or in any way connected with (i) your access to or use of your OEP account (ii) your access to or use of the OEP platform, or (iii) your breach of any of your responsibilities or any other provision of this Agreement. Optus reserves the right to assume control of the defence of any third party claim that is subject to indemnification by you, in which event you will cooperate and assist Optus as required.
Optus reserves the right to update, change, discontinue (temporarily or permanently) any feature or component of the OEP platform. By continuing to use the OEP platform, you accept the updates and changes to the OEP platform including any changes to or removal of features or components. You agree that your obligations (including without limitation your payment obligations) are neither contingent upon the delivery of any future functionality or features nor dependent upon any oral or written comments made by us with respect to future functionality or features. Optus is not liable to you or to any third party for any update, change, suspension, discontinuance of any feature or component of the OEP. Optus reserves the right to determine the timing and content of software updates, which may be automatically downloaded and installed without your notice.

[bookmark: _Ref101366796]RELEVANT APPENDICES
Optus Enterprise Mobile Managed Services Standard Pricing Table
The Fair Go Policy (for more information see optus.com.au/fairgo).

[bookmark: _Ref101366798]DEFINITIONS – SERVICE TERMS
Terms not defined in these Service Terms are as defined in the Service Family Terms or the General Terms (in that order).

	Term
	Definition

	Access Connection
	means a telecommunications data service between you or your end user Premises and the Optus Network or Third Party Supplier platform (for example, an Internet service) used to access the Service.

	Authorised Representative
	Any appropriately defined and identified individual with approved to access an information system, make changes or request activities be undertaken with Optus

	End User
	A person who uses the Service, whether or not you have permitted them to do so.

	GB
	GigaByte, where one GigaByte equals 1,000,000,000 bytes.

	Licenced Product
	means the Third Party Service Provider software and/or platform or other services specified in the statement of work.

	OEP
	Optus Enterprise Portal

	MRC
	Monthly Recurring Charges, for example license subscription fee.

	NRC
	Non Recurring Charges, for example setup or implementation costs.

	Optus Mobile Network
	means the Optus networks for wirelessly sending and receiving voice, SMS or data services see ,http://www.optus.com.au/business/sfoa.

	Service Terms
	means these service specific terms.

	SMS 

	means short message service of up to 160 characters in length.

	Solution Deployment Services
	means the delivery, installation and configuration of the third party Products and or services specified in the associated statement of work.


	Third Party Service Provider
	means the third party service providers as notified by Optus from time to time. 

	Third Party Usage Terms
	means the terms and conditions applicable to the use of third party products by Third Party Service Providers as notified by Optus from time to time.
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SERVICE Option TERMS
Service Option: OPTUS ENTERPRISE Mobile Managed Services enhanced 
This Service Option forms part of the OEMMS.
The OEMMS Enhanced Service Description comprises the following Parts:
· Part 1: Service Family Terms (applicable to all OEMMS Services); and
· Part 2: The Service Option Terms.
The Service Option Terms are separate terms applicable to the OEMMS Enhanced service option (the Service Option) and are to be read in conjunction with both the General Terms and Service Family Terms.
These Service Option Terms set out the separate terms for the Service Option Description, Service Features, Service Feature Descriptions, Service Level Agreements, Charges and Cancellation Fee applicable to the Service Option. With the exception of sections 1 (Description of the Service Option) and 2 (Service Features) of the OEMMS Essential Service Terms, all other terms of the OEMMS Essential Service Terms apply to this Service Option. 
1. DESCRIPTION OF THE SERVICE OPTION
Service Option Description
The OEMMS Enhanced package delivers a higher level of management, reporting and service quality over the OEMMS Essential package to provide your organisation withan enhanced service experience.
OEMMS Enhanced provides specialised mobile resources from initial onboarding to support, and the ongoing management of Optus carriage service while also adding stringent response and resolution timeframes. 
The Service Option offers a specialist team to deliver complex mobility enablement, including support, billing, management, procurement, provisioning services. The Service also streamlines the control of a customer's Optus carriage, providing an enhanced customer service level and rationalising costs.
Service Option Components
[bookmark: _Hlk100304310]The Service Option consists of the same components as set out in section 1.2 (Service Option Components) of the OEMMS Essential Service Terms (with additional service features as set out in section 10.3 of these OEMMS Enhanced Servcie Option Terms below)

[bookmark: _Hlk101360783]SERVICE FEATURES
The Service Option is charged for all active mobile services in a customer’s fleet at a standard rate of $8.47 inc GST per active voice service per month and $4.95 inc GST per active mobile broadband service per month, unless stated otherwise. 
The Service Option and its components are comprised of the following features, which are further detailed in the Service Feature Descriptions.

	Service Component
	Feature

	Onboarding
	OEMMS Essential features

	Transition of services
	OEMMS Essential features

	
	Change Management Facilitation

	
	Extended transition (additional days/hours)

	Mobile Service Support
	Optus Enterprise Portal (Administration and support portal for automated and Agent Assisted incidents, requests, and reporting)

	
	Optus Enterprise Service Desk 
(Administrative user support) – Dedicated to OEMMS Enhanced customers

	
	Support team with dedicated mobility service, billing, network specialists and service operations manager



Available service features for the Service Option may change from time to time. Optus reserves the right to amend this without notice for new customers and with notice for existing customers.
SERVICE FEATURE DESCRIPTION
Onboarding
For Service Feature Descriptions of Service Features included in OEMMS Essential, refer to section 3 of the OEMMS Essential Service Terms.
Transition of Services
The transition features of the Service Option are only applicable to new Optus Enterprise customers.
For Service Feature Descriptions of Service Features included in OEMMS Essential, refer to section 3 of the OEMMS Essential Service Terms.
1. Change Management Facilitation
Provides an onboarding and transition specialist experienced in onboarding your end-users, your site coordinators, and your services to work with your change management programs. This service provides you with change management enhancements to ensure a high level of success and end-user satisfaction by direct engagement with key contacts, stakeholders and end-users.
This is enabled through:
· Best practice templates and timeline information for use with end-users to ensure proactive and appropriate engagement;
· Contiguous support during and after onboarding, including Escalation and problem management to ensure end-user issues or concerns are resolved;
· Regular updates, meetings, and direct contact are agreed with you to ensure that all services are onboarded efficiently and accurately with the minimum impact on services; and
· Centralised contact to ensure any issues or problems are lodge and passed to the service desk for ongoing support during the transition period by the dedicated service desk team.
A dedicated Service desk team integrates with the transition and your organisation to ensure dedicated resources respond and resolve any issues, queries or concerns during the onboarding and transitioning process.
Extended Transitions 
Transitioning activities are extended to provide a more flexible deployment capability with end-users, staff and locations through Australia.
Mobile Service Support
Requests for support to resolve incidents/faults or to request new services or changes to existing services can be submitted either through the self-service Optus Enterprise Portal, or alternatively via the Service Desk.
Given that a number of common request types within the Optus Enterprise Portal platform have been automated, this is the most efficient way to request these items which are specified in the section below.
1. Optus Enterprise Portal (Administration and support for incidents, requests, and reporting)
For Service Feature Descriptions of Service Features included in OEMMS Essential, refer to section 3 of the OEMMS Essential Service Terms.
Optus Enterprise Service Desk (Administrative user support) – Dedicated to OEMMS Enhanced Customers
The OEMMS Enhanced Service Desk is a dedicated and specialised mobility team that is available during Monday to Friday 08:30 to 17:30 in Australian Eastern Time, excluding public holidays in Sydney, Australia and is supported by the Optus Enterprise Service Desk (together, the Service Desks). 
The OEMMS Enhanced Service Desk team will undertake the following steps to resolve support requests:
· Resolve incident or request directly;
· Escalation to specialised teams or Third Parties, whilst maintaining end-to-end management of the request through to resolution; and
· Escalation to account management team where no issue is found, to investigate and discuss with you solutions that are available.
The OEMMS Enhanced Services Desk has specialists as described in sections 3(c) to 3(f) below.
Dedicated access to mobility service experts
Mobile specialists on the OEMMS Enhanced Service Desk are co-located in Sydney with the billing, onboarding, network support and Operations Manager. This is to ensure close collaboration, escalation and management of all requests and issues received without the need to engage any other departments where possible.
Billing Specialist
The OEMMS Enhanced Service Desk team includes a billing specialist to resolve billing disputes or issues and works directly with the client and service desk staff.  The inclusion of billing in the support team improves resolution time to ensure any financial corrections are actioned in a single billing cycle where possible
Advanced Networking Specialist
The OEMMS Enhanced Service Desk includes specialised network support level to provide a reduced resolution time for complex issues within the OEMMS Enhanced Service Desk and can work with third parties as required.
Service Operations Manager
The OEMMS Enhanced Service Desk team provides a dedicated manager for operations support of the specialist mobility team and provides an escalation point and communications to facilitate the resolution of issues and requests.

SERVICE LEVEL AGREEMENTS
Response SLA
Response SLA applied to both incidents and requests with a target of 80% of contact activity.
	Incidents and Agent Assisted Service Requests
	Optus Enterprise Mobile Managed Services Enhanced

	Contact options – email
	4 Business Hours

	Contact options – OEP portal
	4 Business Hours


Agent Assisted Incidents SLA
Resolution SLA is measured on the elapsed time, taken by Optus to resolve a case and does not include time taken by the client to provide information or response.
Incident Resolution SLAs below do not apply where: 
· Resolution is completed outside of the Optus Enterprise Mobile Managed Services team. 
· Issues require action by 3rd party providers, physical attendance of any person, distribution or shipping of material items

The priority is determined on the sole discretion of Optus based on impact and urgency criteria as measured against the specific issue submitted.

	Incidents
	Optus Enterprise Mobile Managed Services Enhanced

	P1
	1 Business Days

	P2
	2 Business Days

	P3
	4 Business Days

	P4
	7 Business Days



Agent Assisted Requests SLA
Resolution time SLA, is measured on the elapsed time, taken by Optus to resolve a case and does not include time taken by the client to provide information or response.

Activity not included in the resolution time::
· Resolution is completed outside of the Optus Enterprise Mobile Managed Services team; 
· Issues require action by 3rd party providers, physical attendance of any person, distribution or shipping of physical items.
· Combined Multiple or bulk requests.

The items marked (#) in the below table are automated when done through the Optus Enterprise portal and processed immediately through automation. Manual requests submitted for these activities will be subject to the SLAs below once received by the Service Desk.
	Request
	Optus Enterprise Mobile Managed Services Enhanced

	Mobile Orders #
	4 Business Hours

	Activate SIM #
	4 Business Hours

	SIM Swap #
	4 Business Hours

	Manage Mobile (Rate Plan and VAS Changes) #
	4 Business Hours

	Suspend/ Restore #
	4 Business Hours

	Data Bar/ Unbar #
	4 Business Hours

	[bookmark: _Hlk84431985]Proof of purchase
	1 Business Day

	Cancellation
	1 Business Day

	Change of Ownership between Optus Enterprise and Consumer / Optus Business (CHOWN)
	1 Business Day

	Port In/Out
	1 Business Day

	Warranty replacement
	10 Business Days

	Billing Enquiry
	2 Business Days

	General Request
	2 Business Days

	Billing Dispute
	10 Business Days




[bookmark: _Toc523829661][bookmark: _Toc51242208]
CHARGES
The charges for the Service consist of:
recurring monthly charges; and
any other charges as specified in the relevant OEMMS Service Terms. 
The charges applicable to you will be detailed in the Application Form. The total monthly charge is determined by the higher of: 
the minimum number of services; or
the total active number of services.
CANCELLATION FEE
Where you cancel the Service during the Committed Term, you must pay to Optus the Cancellation Fee equal to an amount of 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.
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