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Service Guide
AT&T Voice Solutions


Voice Solutions Service Guide
This Service Guide provides detailed information and responsibilities for both AT&T and Customer for successful implementation of Voice Solutions, associated applications, ancillary equipment, and Services listed below.  
Voice Purchased Equipment

· Avaya PBX

· Avaya IP Office

· Avaya Heritage Nortel

· Alcatel Lucent OmniPCX Office
AT&T Services for Voice Solutions

· Site Surveys

· Project Management

· Deployment and System Integration Services

· Customer Training

· Support Services

· Warranty Services

· Maintenance Services
AT&T may, for additional charges as described in a Statement of Work, perform a variety of Services including network consultation, system design, enhanced staging, implementation management, on-site engineering, and user training for the Voice Purchased Equipment.  Depending on the scope of the engagement, AT&T may also provide Project Management, alarm monitoring, and Maintenance Services to support the Voice Purchased Equipment.  
Inside This Guide
Design and Implementation Services

Warranty and Maintenance Service Levels & Descriptions

1.0  General Assumptions

1.1  General Assumptions for AT&T Services
1.1.1 Delays caused by lack of completed site preparation, or failure to meet any Customer responsibilities as specified in this Service Guide or SOW will be billed at current time and materials rates plus expenses.  Any additional costs incurred by Customer as a result of these delays shall be the sole responsibility of the Customer.

1.1.2 Services required by Customer to be performed outside of Normal Business Hours, as defined for the particular Service in this Service Guide or a SOW, shall incur additional charges at current time and materials rates.  

1.1.3 The Customer's network architecture design may not change during the SOW term.

1.1.4 The Customer is responsible for any fees related to obtaining required permits from local associations, municipalities, city, state, or federal government.
1.1.5 AT&T requires a minimum lead-time of up to thirty (30) days from acceptance of a Purchase Order from Customer to begin work.  AT&T will make commercially reasonable efforts to meet the requested installation date.

1.1.6 AT&T shall require a schedule extension of up to thirty (30) days to assign personnel resources to implement requests made by Customer, including:

· Personnel changes requested by Customer.

· Services not covered under this Statement of Work.

· Support or replacement of Equipment that is altered, modified, mishandled, destroyed or damaged by natural causes, or damaged due to a negligent or willful act or omission by Customer or any 3rd party, or use by Customer other than as specified in the applicable AT&T-supplied documentation.

· Services, software or hardware required for software or hardware problem resolution resulting from third party products, pre-existing Customer provided products, or causes beyond AT&T's control. 

· Any Hardware upgrade required to run new or updated Software.

· Data network reconfiguration to support the Voice Purchased Equipment deployment.

· Any Voice Purchased Equipment interface and/or configuration and Telco circuits changes or upgrades.

· Network audits, network design, and network expansion, AT&T Consulting Services and or training that are offered under separate Purchase Order.

1.1.7 All Work will be performed over a consecutive time frame, unless otherwise specified.

1.1.8 Any changes to this Statement of Work must be requested via a Change Request document.

1.1.9 AT&T reserves the right to charge Customer for the full amount or a portion of the installation in the event that Customer cancels or reschedules any installation with less than ten (10) days prior written notice. 
1.1.10 AT&T will not be responsible for the performance and voice quality of the Voice Purchased Equipment over the Customer LAN or the Customer WAN.  AT&T does not support VoIP over the Internet.
1.1.11 Should this design include redundancy, the architecture must conform to the manufacturer’s redundancy specifications.  AT&T provides no commitment or guarantee related to the success of that redundant fail over in the event of an outage.  
1.1.12 The Customer agrees that AT&T and its authorized representatives shall have reasonable and free access to the equipment and all sites pertaining to the project.  Any unreasonable delays, including but not limited to return visits required because of denial of reasonable and free access or failure of the Customer to complete agreed upon tasks required for completion of the job, may be billed to the Customer.

2.0  Site Survey
A site survey assesses the conditions required for a successful installation such as adequate equipment space, cabling, and electrical.  AT&T may recommend remediation of any deficiencies discovered including additional construction.  If a site survey is required for each installation site, this will be specified in the Statement of Work.  In addition site surveys are conducted to inventory and to certify equipment for Maintenance Services. 
3.0  AT&T Project Management

This Service manages the implementation of Voice Purchased Equipment, including a wide variety of activities: project scheduling and coordination; ordering, shipping and delivery of Purchased Equipment to the installation sites; change control, escalation, installation; resource utilization and scheduling, Customer relationship activities, training project acceptance, and project handoff Customer operations and  AT&T Warranty and Maintenance Services.

3.1  AT&T Responsibilities 
3.1.1 Provide a single point of contact for all project support issues within the Scope of this project. Such person shall have the authority to remotely act on all AT&T aspects of the services described in this agreement

3.1.2 AT&T will provide Customer with a project schedule that will include, but is not limited to, the date of equipment arrival, configuration design date, programming development completion date, training date, installation date, and any other requirements as defined by the project scope.

3.1.3 Oversee database collection, programming, and documentation of the proposed system configuration as agreed to with the Customer.  The Customer must provide the required information in a timely manner.  

3.1.4 Hold an initial “kickoff” meeting with Customer to review this SOW.  Changes to the SOW may impact the installation schedule and the price.

3.1.5 Participate in regularly scheduled Customer project meetings for project status.

3.1.6 Jointly develop milestones and the detailed project schedule with the Customer.

3.1.7 Ensure that the system database and relation documentation is provided to Customer for authorization.

3.1.8 Review billing, system warranty, and repair procedures with Customer.

3.2  Customer Responsibilities
3.2.1 Designate a single point of contact for all project support issues within the scope of this project.  Such person shall have the authority to act on all Customer aspects of the services.  This individual shall be responsible for defining Customer requirements, ensuring site readiness and implementing any adds, changes, or deletions in equipment and/or facilities for each site prior to installation of the equipment.

3.2.2 Ensure that required IP Address information is delivered to AT&T before the scheduled “kickoff” meeting.
3.2.3 Attend the AT&T “kickoff” meeting to review the initial SOW.  Changes may impact the installation schedule and the price.
3.2.4 Attend AT&T project status meetings at jointly agreed upon times.  Missed dates may result in project delay or increased customer price.

3.2.5 Manage internal agency/departmental groups/decisions to meet jointly agreed to project plan dates.

3.2.6 Identify primary and backup Customer onsite contacts for all installation sites who shall be accountable to provide any special site access clearance, escort, safety training or information required.  The site contact shall interface with other organizations as required.

3.2.7 Customer will coordinate and provide an interface with all non-AT&T voice and/or data network vendors and/or cabling technician, during the installation as applicable to testing to make network changes required to make the data/voice network operational.  Customer contact will serve as the single point of contact for these services or system providers. Failure to successfully manage other vendors may impact the installation schedule and the price.
3.2.8 Notify the AT&T single point of contact of any schedule changes at least ten (10) business days before any scheduled activity. Scheduling changes and/or cancellations made within the ten-day (10) window shall be subject to AT&T’s then current cancellation charge.

3.2.9 Jointly develop with AT&T a common understanding for conduct of AT&T representatives with Customer end users.

3.2.10 Customer will provide accurate, marked floor plans, database records, and cable records.  This information will include station number, device type, and user name clearly identified.

3.2.11 Provide timely acceptance of test results, system operation verification and documentation.

3.2.12 Review project financial data and billing.

3.2.13 Be accessible during cutover for issue resolution.

3.2.14 Provide an internal or third party Network Administration resource at the appropriate time when integrating the equipment on the LAN, implementing and testing Voice over IP phones, and/or any other time network integration is required.
4.0  AT&T Deployment and System Integration

These implementation Services include staging, inventory, installation, test, and turn up of Voice Purchased Equipment.
4.1  AT&T Responsibilities:

4.1.1 Unpack, inventory and inspect AT&T-provided equipment at the installation location.

4.1.2 After hours cutover and test plan execution shall be performed outside the normal business hours.

4.1.3 AT&T will provide hardware installation which includes the placement and testing of all AT&T provided equipment and/or adjuncts..  

4.1.4 Install and connect the equipment to the Customer provided facilities at the agreed upon demarcation points in accordance with the documentation provided.

4.1.5 AT&T will connect and test existing analog and digital trunk(s) to the equipment and inform the Customer of the results.

4.1.6 AT&T will install and verify operation of Voice over IP calls between location(s) where Customer has purchased Voice over IP services from AT&T.  

4.1.7 Perform system burn-in, testing, and verify system functionality per manufacturer specifications.

4.1.8 Changes to station configurations that exceed contracted hours during hours of cut coverage, or complex system changes will require a Change Order which could result in additional costs. 

4.1.9 Troubleshoot/replace hardware failures relating to the installation/upgrade of the AT&T-provided Product.

4.1.10 AT&T is not responsible for exceeding 802.3 UTP cabling compliance when adding the Power Patch Panel.

4.1.11 AT&T is not responsible for the performance and voice quality of VoIP Telephony over the Customer LAN and/or WAN.  There are no guarantees of bandwidth, prioritization or Quality of Service.

4.1.12 AT&T does not support VoIP over the Internet.  

4.1.13 The customer is responsible for maintaining the Quality of Service and maintaining security in the data network for Voice over IP Services. 

4.2  Customer Responsibilities:

4.2.1 Provide all configuration information including network IP address information and verify with AT&T that the network is ready for the installation of Equipment.  Include IP addresses, sub-net masks and existing DNS and DHCP server configurations information, if applicable.

4.2.2 Provide an adequate infrastructure for VoIP consistent with AT&T design recommendations and product requirements.

4.2.3 Provide a single point of responsibility for all Customer related issues (e.g., timely agency/department decisions and agreement to scheduling, Change Orders, project correspondence, training, acceptance and placing proposed system in service). 

4.2.4 Provide an internal or third party Network Administration and, if applicable, a cabling technician resource at the appropriate time when integrating equipment on the LAN, implementing and testing Voice over IP phones, and/or any other time network integration is required. 
4.2.6 Complete all requirements for proposed system connectivity to non-AT&T-provided services prior to the installation date including:

· Raceways, boring and cutting, trenching, conduits, variances and rights or way required for installation

· Network service (LEC and IXC)

· Network demarcation

· MDF demarcation (includes documentation)

· Customer private network (e.g. LAN/WAN or privately provided facilities in a campus environment)

4.2.7 Interface with their network vendors in the case where the network is not AT&T provided, during the installation and testing to make network changes required to make the data/voice network operational.  If delays are encountered due to the network vendor, charges at a time and material rate may apply.

4.2.8 Provide to AT&T accurate and complete cable records prior to the installation date.  Customer will ensure all wiring is in place, meets equipment specifications, is properly labeled, and is terminated for locations where wiring is reused.  
4.2.9 Accept delivery of equipment and assume responsibility for any loss or damage of equipment upon delivery.  Provide adequate secured storage areas on site for AT&T equipment for the duration of the project.  

4.2.10 Perform all upgrades and changes to existing Customer equipment as required by AT&T for the successful implementation of the equipment.  
4.2.11 Customer shall resolve all issues related to Customer-provided hardware, LAN Connectivity and other Customer readiness issues.

4.2.12 Order, install, and test all data and voice circuits prior to the scheduled installation date.  Ensure that Telco demarcations circuit identifications are clearly marked and are terminated in the same room as the equipment.

4.2.13 Verify all distance and interference limitations of interface cables to be used and that all necessary cabling, power and grounding is delivered and installed prior to the Installation date.

4.2.14 Provide a voice telephone and number near the equipment for use by AT&T.

4.2.15 Install and verify the operation of all equipment not provided by AT&T. 

4.2.16 Provide earthquake bracing, if required. 

4.2.17 Provide any security clearances, escorts, special safety equipment, and access training as required in order to allow AT&T access to the site for Equipment installation.

4.2.18 Customer provides installation location away from extreme heat, sprinkler systems, water or steam pipes; and not located within 10 feet of machinery, copiers or transformers that generates magnetic fields, radio frequency or electrostatic interference; with humidity not exceeding 80%.  

4.3  Change Management Procedures

4.3.1 It may become necessary to amend this SOW for reasons including, but not limited to, the following: 

· Customer’s changes to the SOW and/or specifications for the Services, 

· Customer’s changes to the implementation plan, 

· Non-availability of resources which are beyond either party’s control; and/or, 

· Environmental or architectural impediments not previously identified

4.3.2 In the event either party desires to change this SOW, the following procedures will apply: 

· The party requesting the change will deliver a Change Order document.  The Change Order will describe the nature of the change, the reason for the change, and the effect the change will have on the scope of work, which may include changes to the deliverables, and the schedule.

· A Change Order may be initiated by either party for any material changes to the SOW.  The designated Project Manager will review the proposed change with his/her counterpart.  The parties will evaluate the Change Order and negotiate in good faith the changes to the services and the additional charges, if required, to implement the Change Order.  If both parties agree to implement the Change Order, the appropriate authorized representatives of the parties will sign Change Order, indicating the acceptance of the changes by the parties.

· Upon execution of the Change Order, said Change Order will be incorporated into, and made a part of, this SOW.

4.3.3 Whenever there is a conflict between the terms and conditions set forth in a fully executed Change Order and those set forth in the original SOW, or previous fully executed Change Order, the terms and conditions of the most recent fully executed Change Order shall prevail.

5.0  AT&T Customer User Training

AT&T can provide standardized and custom Customer user training for the Voice Purchased Equipment.
6.0  AT&T Support Services
AT&T’s Warranty and Maintenance Services include preventive and remedial support, as recommended by the equipment manufacturer.  AT&T’s Service obligations do not include, and AT&T is not otherwise obligated to provide replacement parts, software upgrades, software patches, second tier help desk support, or Service resulting in equipment functionality which exceeds that expressly provided in manufacturers’ or suppliers’ recommendations at the time such equipment was installed
The AT&T Global Customer Service Center (GCSC) provides a technical assistance resource for Voice and Voice over IP solutions Supported Equipment under Warranty and Maintenance Services.  The GCSC is a component of AT&T Voice Support Services, providing Technical Phone Support and options for on-site hardware replacement and access to software updates.  AT&T Voice Support Services are quoted separately.

This SOW states the responsibilities of the GCSC to successfully support your Voice Purchased Equipment deployment, when AT&T Voice Support Services are purchased by Customer.

6.1 AT&T Responsibilities

6.1.1 GCSC is the primary Customer interface for trouble resolution and the first Customer point of contact for complex Voice over Internet Protocol (VoIP) products as defined by AT&T.  GCSC is responsible for the support of the Voice Supported Equipment.

6.1.2  GCSC manages AT&T’s trouble resolution process for the Voice Supported Equipment and will make reasonable efforts to correct system failures.

6.1.3 GCSC provides Tier 1 and Tier 2 Technical Support for AT&T Complex VoIP products.  AT&T Tier 1 support performs remedial hardware and software diagnostics.  AT&T Tier 2 support performs isolation and diagnosis of hardware and software-based problems.

6.1.4 GCSC escalates Tier 3 system issues with the equipment manufacturer’s Technical Assistance Center (TAC).  The manufacturer TAC will support the GCSC with the system triage and remote resolution process when required.  GCSC acts as the single contact for TAC support.

6.1.5 GCSC will remotely access the Voice Supported Equipment as documented in the Remote Access section for remote diagnostics including triage a hardware or software failure and remote corrective action if possible.

6.1.6 AT&T is not responsible to resolve issues, corrective actions, or configuration settings for networking equipment; the customer-provided Servers or PCs; and other client software; or customer-provided Servers or PCs operating systems nor responsible to resolve issues from application errors; data corruption; virus attacks; Servers or PCs system failures; or system intrusions nor restoration of the application with such failures.

6.1.7 GCSC dispatches Field Services for components contracted for on-site maintenance services to replace Supported Equipment as needed.  GCSC will coordinate with manufacturer’s TAC to provide remote problem resolution.

6.1.8 Incremental services such as system administration; moves/adds/changes; network configuration; system configuration; end-user support services; system operation training; configuration backup; client or operating system installation, configuration, updates or support; on-site system or application configuration restoration service; software upgrades; operating system upgrades; issue resolution of customer performed system configuration; and other support on non-contracted devices are outside of the scope of work for Maintenance Services and may be performed on a time and materials basis under separate order at the prevailing labor rate.

6.1.9 The GCSC can coordinate additional services not included in  Maintenance Services at the current AT&T Time and Materials rate.  Services include Field Technicians at the then-current AT&T time and materials rate.

6.2  Customer Responsibilities:

6.2.1 Customer must contract with AT&T for AT&T Voice Support Services on all Voice equipment to access the AT&T Data Services Customer Support Center. 

6.2.2 Customer must maintain a current software image on all Supported Equipment by performing regularly scheduled backups as defined by the manufacturer for the operating system and application software and make back up versions available as needed. 

6.2.3 Customer is required to support the trouble resolution process, if requested by AT&T that might include the following activities.  

· Server power down/up

· Receive software patches and tools via e-mail, then copy and move the files to the identified hardware and execute or copy the programs. 

· Reboot servers, gateways switches and routers.

· Configuring routers, switches and gateways as needed. 

· Download software updates and tools from the manufacturer’s web page or receive software updates and tools via e-mail then copy and move the files to the identified Server and execute or copy the program(s).

· Establish Internet access to a Web Page and share control of the Voicemail or Compact Contact Center Server(s).

· Collect and e-mail to AT&T system information including application logs and trace files.

· Access and change IP Telephony server administration components.

· Establish test calls between IP Phones.

6.2.4 Customer maintains the security software on Servers or PCs, ensuring that its networks/systems are secured against unauthorized intrusion. Customer maintains manufacturer’s approved Operating System release levels on Servers or PCs.
6.2.5 The Customer shall provide AT&T with remote access to the Voice Supported Equipment through Customer-provided secured access, including the associated network and hardware.  Upon obtaining such access, AT&T shall be permitted to perform remote diagnostics including triaging hardware and software failures and performing remote corrective action, as desired by AT&T and if possible. 

6.2.6 If required by AT&T, Customer agrees to upgrade to the latest software Update that has been approved for use by the manufacturer and AT&T on the IP Telephony, Server, or Data Networking equipment.  This may require the Customer to upgrade to a more current release of Software that Customer has currently installed on the IP Telephony, Server and/or Data Networking equipment and purchase and install all other components, including components contingent on the current release of software updates at no cost to AT&T.

6.2.7 Supported Equipment under Voice Support Services must be upgraded to the current maintenance release level.

Customer expressly acknowledges and agrees that in no event shall AT&T be liable for (a) any disclosure of the contents or output of monitoring or diagnostic tools by AT&T’s employee(s) or third party(s); (b) the security of Customer’s network or for any unauthorized access to such network; (c) incidental or consequential damages resulting from the furnishing, performance, or use of such information.
7.0  Final Acceptance Criteria

7.1 Customer Responsibilities:

7.1.1 Customer shall ensure that the proper personnel are scheduled to review each completed service or deliverable upon notification of completion by AT&T.  

7.1.2 Customer shall indicate its acceptance of the service or deliverable by signing the Completion Certificate within five (5) business days from presentation of the completed service or deliverable.  

7.1.3 Services and deliverables will be deemed accepted if Customer fails to respond within this five (5) business day period.  

7.1.4 If a Service or deliverable is not in compliance with agreed specifications for any reason, Customer shall provide written notification to AT&T and document that fact on the Completion Certificate.  

7.1.5 AT&T shall have ten (10) days after the receipt of such notice to correct the error given it is within AT&T’s scope to do so.  Such time period to correct the error may be extended by mutual consent.

8.0  AT&T Warranty Services for Voice Purchased Equipment
8.1  AT&T Warranty Service
(a) AT&T Warranty Services apply to certain Purchased Equipment (including certain non-Avaya Purchased Equipment) used in Avaya (Heritage Nortel) solutions for which Customer does not purchase Avaya (Heritage Nortel) maintenance (“Purchased Nortel Equipment”).  Purchased Nortel Equipment covered by Warranty Services is specified in an SOW. Any miscellaneous Purchased Equipment provided in such solutions that is not covered by AT&T  Warranty Service will be clearly indicated in the Service Guide or in the applicable SOW.  The Warranty Period will not be extended by AT&T’s repair or replacement of any item.    
(b) Replacement or additional parts and systems may be either new or reconditioned and equivalent to new in performance.  The replaced items become the property of AT&T.  During the Warranty Period, any change in the location of Purchased Voice Equipment must be performed by AT&T and shall be at Customer’s expense.  
8.2  AT&T Warranty Service Descriptions
8.2.1 AT&T Essential Warranty Service.  Customer may request Essential Warranty Service twenty-four (24) hours a day, seven (7) days a week by calling AT&T.  All on-site Warranty Services will be performed during Normal Business Hours (8:00 a.m. – 5:00 p.m. local time, excluding weekends and AT&T observed holidays).    All on-site Essential Warranty Services performed outside of Normal Business Hours will be charged on a per occurrence basis, billed in fifteen (15) minute increments with a minimum of two (2) hours at AT&T’s then prevailing  premium hourly rate, including travel time to and from Customer’s site.  AT&T will arrange to replace defective telephone sets and cords by shipping replacements to the Customer’s site, and Customer must return the defective equipment within thirty (30) days or AT&T will invoice Customer for the full replacement cost.  AT&T reserves the right to inspect all defective equipment, and AT&T shall make the final determination of the status of such Equipment.  If the Customer’s problem is an Emergency (defined as a system failure that substantially interferes with the conduct of the Customer’s business operations), AT&T will use reasonable commercial efforts to respond to Customer’s report of a malfunction by beginning remote diagnosis, as appropriate, within two (2) Normal Business Hours for PBX systems and four (4) Normal Business Hours for key, hybrid or any other system, and will complete the appropriate repairs as soon as reasonably practicable.  If the Customer’s problem is a non-Emergency, AT&T shall use reasonable commercial efforts to respond to Customer’s report of a malfunction by beginning remote diagnosis, as appropriate, within eight (8) Normal Business Hours, and will complete the appropriate repairs as soon as reasonably practicable.  Any Services performed outside of the Normal Business Hours shall be performed within mutually agreed to time periods and at additional charge as described above.

8.2.2 AT&T Complete Warranty Service.  Customer may request Complete Warranty Service twenty-four (24) hours a day, seven (7) days a week, by calling AT&T.  If Customer’s problem is an Emergency, AT&T will use reasonable commercial efforts to respond to Customer’s request by beginning remote diagnosis, as appropriate, within two (2) hours for PBX systems and four (4) hours for key, hybrid or any other system, and AT&T will complete the appropriate repairs as soon as reasonably practicable.  In the event the problem is a non-Emergency, AT&T shall use reasonable commercial efforts to respond to Customer’s report of a malfunction by beginning remote diagnosis, as appropriate, within eight (8) Normal Business Hours, and will complete the appropriate repairs as soon as reasonably practicable.  Except as specified in this section, Essential Warranty Service includes the elements of Complete Warranty Service.
9.0  AT&T Maintenance Services for Voice Purchased Equipment
9.1  AT&T  Maintenance Service Descriptions
9.1.1 AT&T Avaya IP Office Service Description.  

Customer may request AT&T Avaya IP Office Service twenty-four (24) hours a day, seven (7) days a week, by calling AT&T.  If Customer’s problem is an Emergency, AT&T will use reasonable commercial efforts to respond to Customer’s request by beginning remote diagnosis within four (4) hours.  Customer also receives maintenance support on software-related issues for Supported Equipment including manufacturer software minor releases such as patches and bug fixes. 
    9.1.1.1 Advanced Parts Replacement Support Levels for AT&T Avaya IP Office 
One of the following Advanced Parts Replacement support levels must be selected for Avaya IP Office Service purchased.  Support level objectives refer to arrival of replacement parts and technician at Customer site not to the trouble resolution.
Same Day 24x7x4 Onsite: Provided 24 hours a day, 7 days a week, including holidays, within four (4) hours, beginning when the Customer and AT&T mutually agree that parts replacement is required. 
Same Day 8x5x4 Onsite: Provided 9AM to 5PM local depot time, 5 days a week, excluding weekends and AT&T holidays within four (4) hours beginning when the Customer and AT&T mutually agree that parts replacement is required. Same business day service is provided if determination of parts replacement is made before 1PM depot time or next business morning, if determination for parts replacement is made after 1PM depot time.

8x5xNext Business Day Onsite: Provided 9AM to 5PM local dept time, 5 days a week, excluding weekends and AT&T holidays next business day after the Customer and AT&T mutually agree that parts replacement is required.  Next business day service is provided if determination of parts replacement is made before 3PM depot time or second business day if determination for parts replacement is made after 3PM depot time.
9.1.1.2 AT&T Avaya IP Office Software Release Subscription Service (applies only to specific Avaya  products).  In addition to standard software support, Customer may elect to purchase AT&T Avaya IP Office Software Release Subscription Service to obtain manufacturer-provided major releases. 

 (i)  AT&T Avaya IP Office Software Release Subscription Service does not include maintenance service on Supported Equipment.  Maintenance service must be purchased separately.

(ii)  AT&T Avaya IP Office Software Release Subscription Service (“Subscription Service”) provides entitlement to new generally available releases of software as approved for use by AT&T for specified Avaya IP Office Systems during the term of the Subscription Service. The Subscription Service, a non-transferable, non-refundable contracted service, provides customers access to future major and minor software releases, “like-for-like” with existing customer-licensed software for the term of the Subscription Service.   Hardware, labor and maintenance costs associated with any upgrades are not covered and any licenses/software that are added during the term of the Subscription Service will incur additional charges.  In accordance with the terms of the Subscription Service, all system hardware upgrades, software upgrades, moves, adds, changes, and repairs must be performed by AT&T. Failure to adhere to this policy will result in additional charges or cancellation of Subscription Service.   

(iii) AT&T makes no guarantee as to the number of new software releases that will be provided by the manufacturer for the Subcription Service term.  Once AT&T has approved a new software release for general availability, the customer may notify their Sales Representative of the desire to upgrade.  Failure to upgrade to the latest software release may result in incompatibility with new or existing applications.  Additional charges will be incurred to upgrade if software level is not kept at the current level. 

(iv) AT&T is not otherwise obligated to provide software release information, updates, upgrades or maintenance service resulting in software functionality which exceeds that expressly provided in AT&T’s or its suppliers’ specifications at the time such Software was installed.

9.1.1.3 Work Performed Outside Covered Maintenance.  All onsite AT&T Avaya IP Office Services performed outside of contracted  Business Hours will be charged on a per occurrence basis, billed in fifteen (15) minute increments with a minimum of two (2) hours at AT&T’s then prevailing  premium hourly rate, including travel time to and from Customer’s site.
9.1.2 AT&T Avaya PBX Service Description.  


In addition to the features described for AT&T Avaya IP Office Service, AT&T Avaya PBX Service offers the following.  Customer may request AT&T Avaya IP Office Service twenty-four (24) hours a day, seven (7) days a week, by calling AT&T.  If Customer’s problem is an Emergency, AT&T will use reasonable commercial efforts to respond to Customer’s request by beginning remote diagnosis within two (2) hours.  In the event the problem is a non-Emergency, AT&T shall use reasonable commercial efforts to respond to Customer’s report of a malfunction by beginning remote diagnosis, as appropriate, within eight (8) Normal Business Hours, and will complete the appropriate repairs as soon as reasonably practicable.   Customer also receives maintenance support on software-related issues for Supported Equipment including manufacturer software minor releases such as patches and bug fixes. 

9.1.3 AT&T Maintenance Service Descriptions (excluding Avaya PBX and IP Office)
The Service Descriptions for AT&T Essential Maintenance Service and AT&T Complete Maintenance Service are the same as those described for Essential and Complete Warranty Services. 
 9.1.4 AT&T Dedicated Maintenance Services.  If Customer purchases Dedicated Maintenance Services, AT&T will provide a technician, customer service representative, project manager or other agreed-upon resources as set forth in the applicable attachment, on an annual basis to perform installation, maintenance, and as time permits move, add or change activities.  AT&T shall, at its sole discretion, assign either a qualified AT&T employee or contractor (“Resource”) or a combination of both to provide Services to Customer during Normal Business Hours.  Each Resource will be granted time off for lunch and breaks as mandated by any applicable labor agreement or legal requirement.  Customer will provide adequate office and storage facilities for the Resource to administer daily responsibilities.  Along with Dedicated Maintenance Services, Customer may also purchase optional replacement parts coverage.  Any Services provided outside of the Normal Business Hours shall be performed within mutually agreed to time periods and at additional charge as described above.
9.1.5 Custom Maintenance Services.  Custom Maintenance Services shall include the Services as described in and agreed to by Customer and AT&T in the applicable Attachment.
9.2  General Provisions for  Maintenance Services
(a) Customer agrees to provide, in a timely manner, Customer design information, reasonable and timely site and Voice Purchased Equipment access, a safe on-site work area, and an environment meeting the requirements for the Voice Purchased Equipment.  
(b) Customer is responsible for providing all required HVAC, electrical power and communications access for the Voice Purchased Equipment and Services supplied.  All such receptacles must be located within five feet of the site where the Voice Purchased Equipment is physically located.  
(c) Customer will also provide a remote access device and telephone connectivity meeting AT&T specifications at each site for remote diagnostic and/or repair, within five feet of the Voice Purchased Equipment.  
(d) If on-site manufacturer service is required for work not included in Covered Maintenance, it will be provided at AT&T’s then-current commercial rates.  
(e) For all Supported Equipment, Customer represents that it has paid the appropriate manufacturer license fee, and Customer will reimburse AT&T for any unpaid license fee if payment is demanded by the manufacturer.  
(f) If an item of Supported Equipment is placed at End of Support (“EOS”) status by the manufacturer, AT&T will make commercially reasonable efforts to maintain the Supported Equipment during the Maintenance Term, but all Maintenance Services for such EOS Supported Equipment will be provided on a reasonable commercial efforts basis only by AT&T.  The manufacturer is no longer providing spares, software updates or technical support on such EOS equipment.  
(g) If Equipment is not under AT&T Maintenance Service at the time Maintenance Service is ordered, or if additional items are added by Customer or a third party, AT&T will inspect the equipment and perform any necessary repairs at AT&T’s then-current rates for travel, labor and materials.  AT&T Maintenance Service for such equipment shall commence only after necessary repairs are completed at Customer’s expense. 
(h) AT&T may suspend Maintenance Service if Customer fails to pay all amounts due by the applicable date and such failure is not cured within ten (10) business days of receiving the AT&T notification of non-payment.
9.3 Warranty and Maintenance Services Exclusions.   
(a) AT&T will perform Warranty and Maintenance Services only for damage to, substandard performance of or failure of Supported Equipment resulting only from defects in or normal wear and tear to Supported Equipment (“Covered Work”). 

(b) Covered Work does not include hardware defects or software failures  resulting from mishandling, abuse, misuse, improper storage, improper installation, improper maintenance, improper electrical voltage or current or improper operation (including use in conjunction with equipment electrically or mechanically incompatible) or  resulting from fire, explosion (other than fire or explosion directly attributable to a Supported Equipment defect), power failure, lightning or other induced power surge, act of God, or any other cause whatsoever not attributable to AT&T, including: accident, theft, unexplained loss, flood, wind, war, terrorism or virus; Customer-caused programming errors in software or applications; Customer-performed system configurations; Customer’s failure to maintain a proper operating environment, to back up its data or to secure its network environment; Customer’s failure to follow manufacturer/licensor recommendations; or repair, relocation, damage or alteration of the Supported Equipment by anyone other than AT&T or its designated agents.  Supported Equipment supporting IP telephony may experience certain compromises in performance, reliability and security even when performing as warranted.  Diagnostic and repair work in response to such compromises is not included in Covered Work.  

(c) Diagnostic and repair work AT&T performs outside of Covered Work is invoiced at AT&T’s prevailing rates for time and materials.  

9.4 Unsupported Equipment and Materials for Warranty and Maintenance Services.  Items excluded from coverage under Maintenance Services are headsets, portable telephones (cordless/wireless), answering machines, Customer-provided servers, UPS systems, power conditioners, power supplies (including batteries and chargers), intra-building distribution cabling, other Customer-provided equipment and cabling, consumables and any Software which is at a revision level not supported by the Software licensor.  AT&T does not remove or recycle batteries.
9.5 Maintenance Service Renewal.  Maintenance Service is renewed automatically for one (1) year at the same Service Level and price as the expiring maintenance unless AT&T provides changes on thirty (30) days written notice prior to expiration.  Customer may provide written notice on company letterhead with a handwritten signature at least ten (10) business days prior to expiration of the then-current Maintenance Term to terminate the Service.  In lieu of providing a hard copy termination notice, Customer may e-mail the signed letter as a pdf to m19690@att.com.    
10.0 Optional AT&T Voice Purchased Equipment Support Service Descriptions 

A.
Contact Center Software Support Services Option:

If Customer elects to purchase AT&T Software Support Services as additional support to the selected maintenance plan. The additional support is described below:
(i)
AT&T’s software support services may include preventive and/or remedial maintenance, as required by AT&T or its supplier.  The software support services may also include technical telephone consultation and diagnostic assistance, problem origination and expedite resolution. Software support services are typically performed remotely. AT&T may provide on-site support services as AT&T deems necessary. AT&T’s preventive and remedial software support services obligation hereunder do not include, and  is not otherwise obligated to provide software releases, updates, upgrades or maintenance service resulting in Contact Center Software functionality which exceeds that expressly provided in AT&T’s or its suppliers’ specifications at the time such Software was installed (including Year 2000 functionality). Any software which is at a revision level not supported by the software licensor will be excluded from coverage.

(a)
Contact Center Software Support Services – Complete.  This service option is available with the AT&T Voice Support Services - Complete Maintenance Plan. Customer may request software support service twenty-four (24) hours a day, seven (7) days a week by calling AT&T.  If Customer’s problem is Severity Level 1 (as described herein), AT&T shall, within two (2) hours after Customer’s notification is logged by the  GCSC, commence error correction activity from a remote location. In the event AT&T does not respond within two (2) hours to Customer’s Severity Level 1 (as described herein), the problem will be escalated. If Customer’s problem is a Severity Level 2 or 3 (as described herein), AT&T shall use reasonable efforts, within eight (8) business hours after Customer’s problem is logged in by the GCSC, to commence error correction activity from a remote location.

(b) Contact Center Software Support Services – Essential.  This service option is available with the AT&T Voice Support Services - Essential Maintenance Plan. Customer may request maintenance service twenty-four (24) hours a day, seven (7) days a week by calling AT&T.  If Customer’s problem is Severity Level 1 (as described herein), AT&T shall, within two (2) business hours after Customer’s notification is logged in at  GCSC commence error correction activity from a remote location. In the event  AT&T does not respond within two (2) business hours, during AT&T’s Normal Business Day, to Customer’s Severity Level 1 (as described herein), the problem will be escalated. If Customer’s problem is a Severity Level 2 or 3 (as described herein), AT&T shall use reasonable efforts, within eight (8) business hours, after Customer’s problem is logged in by the GCSC, to commence error correction activity from a remote location, during AT&T’s Normal Business Day.
(ii)
Severity Levels Defined

(a)
Severity Level 1.  Application is inoperative; inability to use application materially impacts Customer’s operations.  If a bypass procedure is not utilized, AT&T will continue error correction activity according to selected maintenance plan or optionally, on a time and materials basis.  In addition, AT&T shall provide verbal status reports on Severity Level 1 errors at intervals of no less than twice per day to designated Customer support representative, until a bypass is found.

(b)
Severity Level 2.  Application is usable with limited functions.  Error condition is not critical to continuing operation.  Customer or AT&T has determined the method of work around for the error condition.

(c)
Severity Level 3.  Application is usable, but a minor problem exists.

B.
Avaya PASS Plus Software Release Subscription Service Option (applies only to specific Avaya Heritage Nortel products).  Customer elects to purchase Avaya PASS Plus Software Release Subscription Service as described below:

 (i)  PASS Plus Software Release does not include maintenance coverage on Customer’s equipment.  Maintenance coverage must be purchased separately.

(ii)  PASS Plus Software Release Subscription provides entitlement to new generally available releases of software as approved for use by AT&T for specified Avaya Heritage Nortel Networks Enterprise Systems at a fixed price. PASS Plus,  a non-transferable, non-refundable contracted service, provides customers access to future major and minor software releases, “like-for-like” with existing customer-licensed software for the term of the PASS Plus Subscription Service.   Hardware, labor or maintenance costs associated with any upgrades are not covered and any licenses/software that are added during the term of the PASS Plus Service Plan will incur additional charges.  In accordance with this Subscription Service, all system hardware upgrades, software upgrades, Moves, Adds, Changes, and repairs must be performed by AT&T. Failure to adhere to this policy will result in additional charges or cancellation of this Subscription Service.   

(iii) AT&T makes no guarantee as to the number of new software releases that will be released by the manufacturer for the term of the Subscription Service.  Once AT&T has approved a new software release for general availability, the customer may notify their Sales Representative of the desire to upgrade.  Failure to upgrade to the latest software release may result in incompatibility with new or existing applications.  Additional charges will be incurred to upgrade if software level is not kept at the current level. 

(iv) AT&T is not otherwise obligated to provide software release information, updates, upgrades or maintenance service resulting in software functionality which exceeds that expressly provided in AT&T’s or its suppliers’ specifications at the time such Software was installed.
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