
 

Australia Star Broadband IP VPN Service Level Agreement 
 
1. Introduction 

This document describes the Australia Star Communications Pty Limited (ACN 078 222 778) 
(“Australia Star”) Service Level Agreement (“SLA”) for the Broadband IP VPN Data & Internet 
Service (“Service”) if you signed the Standard Customer Agreement (“SFOA”) AFTER 1 July 
2006. 

 
2. Definitions 

This Service Level Agreement relies on the reference terms described below. 

2.1 Technical Helpdesk Hours 

These are the hours in which we are able to accept your call for technical support enquiries and to 
log a fault with your Service. 

2.2 General Helpdesk Hours 

These are the hours in which we are able to accept your call for general and billing enquiries. 

2.3 Provisioning Helpdesk Hours 

These are the hours in which we are able to accept your call for provisioning enquiries. 

2.4 Telephone Response Time 

Telephone Response Times relate to the time taken to answer your call at any of our helpdesks 
whether you are raising a fault, checking your bill or have a general enquiry about your Service.  

2.5 Fault Response Time 

Fault Response Time is the time taken by us to call the person nominated by you once a fault has 
been reported by you or detected by us.  

2.6 Fault Coverage Hours 

Fault Coverage Hours are the hours in which we will work to resolve a fault with your Service 
excluding any tail faults. Fault Coverage Hours are used in the calculation of availability and rebates 
for your Service. 

2.7 Target Availability 

Target Availability is the expected performance for each component of the Service.  

2.8 Unavailable Hours 

Unavailable Hours is the total number of hours within a month that a severity 1-2 fault remains 
unresolved. Unavailable Hours are measured over the Fault Coverage Hours. Unavailable Hours are 
calculated from the time when the fault is logged at our Technical Support Desk until your nominated 
contact is notified that the fault has been rectified.  

Unavailable Hours exclude any Scheduled Outages and all severity 3-4 faults. Faults reported to us 
as severity 1-2, but determined by us not to be a fault with your Service, are also excluded. In 
addition, any aspect of the Service that you have control over, and that affects the Service we 
provide you, is excluded from our calculations. 

Unavailable Hours are used in calculating your Service availability and rebates.  
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2.9 Fault Detection Method 

There are 2 types of fault detection method as described below:- 

2.9.1 Proactive 

Services that are proactively fault managed include the capability for Australia Star to automatically 
detect a fault and begin working on the fault before you call us to report the fault. We will call your 
nominated contact when we detect a severity 1 fault to determine whether the fault is valid. All other 
faults (severity 2-4) should be reported by you at our Technical Helpdesk to ensure we are working 
on a valid fault. If the fault is not reported at our Technical Helpdesk it will be excluded from our 
rebate calculations. 

2.9.2 Reactive 

Services that are reactive are not necessarily monitored and rely on you to report a fault to us.  

2.10 Time To Detect 

Time To Detect is the time period from when a fault has been detected by our monitoring system 
until we log it on our fault ticketing system. 

2.11 Target Fault Restoration Time 

Target Fault Restoration Time is the expected restoration time for each component of the Service.  

2.12 Access Type 

An Access Type is the combination of Customer Premises Equipment and tail service provided by 
us. In the case of unmanaged services this is the tail service only. 

 
3. Provisioning 

The length of time taken to provision or make changes to an Access service is related to the Access 
technology used. 

3.1 Access Provisioning/Relocation Lead Time 

The Provisioning/Relocation Lead Time begins when we accept your order. 

3.2 Access Adds/Changes Lead Time 

The Adds/Changes Lead Time begins when we accept your order except where scheduled to begin 
at a later date as agreed. 

3.3 Target Lead Times 

The provisioning lead times are shown below:- 

Access 
Type 

Technology Type Provisioning / 
Relocation 

(Metro/CBD)^ 

Provisioning / 
Relocation 
(Regional)^ 

Adds / 
Changes 

Leased Line DAR, E1, X.163 20 days 40 days 10 days 
Leased Line FR Over DSL 20 days 30 days 5 days 
Leased Line FR Over ISDN 10 days 20 days 5 days 
Ethernet  Fibre 15 days Upon Application 5 days 
DSL UBR/VBR/CBR - ADSL, 

SHDSL, HDSL, VDSL 
20 days 30 days 5 days 

Dial  ISDN 10 days 20 days 5 days 
Dial PSTN 5 days 5 days 3 days 

NOTE: ^ Data & Internet Services coverage may only be available in selected metropolitan and regional areas and is 
subject to availability, geographical & technical capability and lack of capacity & faults in other telecommunications 
networks to which the Data & Internet Service is connected. 
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3.4 Moves and Changes 

Moves and changes initiated or requested by you are subject to the charges shown in the Schedule 
for Miscellaneous Charges for Data & Internet Services. All requests must be made to the 
Provisioning Helpdesk on 1300 764 765 during Provisioning Helpdesk Hours. Australia Star reserves 
the right to determine what is classified as a minor change. 

3.5 Provisioning Outside Of Provisioning Helpdesk Hours 

We are able to arrange for the installation of Access services outside of the standard Provisioning 
Helpdesk Hours on a time and materials basis.  

 
4. Service Level 

The Service Levels available with your Service are shown below. The level that applies to your 
Service is dependant on the Access Type you select at each site.

 Premium Enhanced Standard 

Technical Helpdesk Hours 8am-8pm Mon-Fri, Excluding Public Holidays* 

General Helpdesk Hours 8am – 8pm Mon-Fri, Excluding Public Holidays* 

Provisioning Helpdesk Hours 8:30am – 5:00pm Mon-Fri, Excluding Public Holidays* 

Telephone Response Time N/A 

Fault Response Time N/A 

Fault Coverage Hours 8am-8pm, Mon-Fri, Excluding Public Holidays* 

Target Availability 99.9% 99.7% 99.5% 

Fault Detection Method Reactive 

Target Fault Restoration Time 
(Metro/CBD) 6 Hrs 12 Hrs 24 Hrs 

Target Fault Restoration Time 
(Regional) 8 Hrs 24 Hrs 36 Hrs 

Rebates For Metro/CBD 
Services 

>6Hrs<8Hrs=10% 
>8Hrs=20% 

>12Hrs<24Hrs=10% 
>24Hrs=20% 

>24Hrs<36Hrs=10% 
>36Hrs=20% 

Rebates For Regional 
Services 

>8Hrs<12Hrs=10% 
>12Hrs=20% 

>24Hrs<36Hrs=10% 
>36Hrs=20% 

>36Hrs<48Hrs=10% 
>48Hrs=20% 

 
* Refers to A.E.S.T & NSW Public Holidays 

 
5. Broadband IP VPN Components 

The Broadband IP VPN Service is made up of the following components:- 
 

• Backbone - The core your network is based on. 
• Access -  The customer equipment and tail service at each location. 
• Reporting - The level of management information provided with your Service. 
• Additional Services - Services supplied to you within the Backbone. 

The details below describe how the Service Level applies to your network components. 

5.1 Backbone 

5.1.1 Backbone Target Availability 

Broadband IP VPN provides a backbone Target Availability of 99.9% during the Fault Coverage 
Hours. Faults with severity 1-2 will go toward the availability calculation. Rebates for backbone faults 
are provided for under the Access Type rebate calculations. 
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5.1.2 Backbone Performance 

For Broadband IP VPN Services the target performance of the backbone is defined in the table 
below. 

Performance Measure Target 

POP to POP Latency (round trip) 90ms 

 
5.1.3 Port Speed 

For Access services that are allocated a dedicated port in the Backbone the port speed will 
determine the maximum speed of your Access tail. 

5.2 Access 

5.2.1 Access Availability 

Access service Target Availability is the availability of the combined customer equipment and access 
tail provided by us.  

5.2.2 Access Types 

The Service Level provided for each Access Type is dependant on whether Customer Premises 
Equipment is provided. The Service Level available for each Access Type is shown in the tables 
below. 

5.2.3 Managed Access Type (Service Provided with customer equipment) 
 

Access type Technology 
type CPE Premium Enhanced Standard 

 Leased Line FR Over ISDN, 
DAR, E1, X.163    

 Ethernet Fibre    

 DSL 
UBR/VBR/CBR - 
ADSL, SHDSL, 
HDSL, VDSL 

   

 Dial ISDN, PSTN 

Australia Star 
Supplied & 
Managed  

   

NOTE: CPE = Customer Premises Equipment. Existing CPE owned by the customer may be managed by agreement with 
Australia Star.  A quote should be requested for all customer supplied CPE. 

 
5.2.4 Unmanaged Access Type (Tail Only) 

Unmanaged Access Types do not include Customer Premises Equipment or management reporting 
features. 

 
Access type Technology type Premium Enhanced Standard 

Leased Line FR Over ISDN, DAR, 
E1, X.163    

Ethernet Fibre     

DSL UBR/VBR/CBR - ADSL, 
SHDSL, HDSL, VDSL 

   

Dial ISDN, PSTN    
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5.3 Reporting 

5.3.1 Reporting Features 

Broadband IP VPN Services have Online Usage reporting as shown below:- 

> Internet Usage (Online) 
> Usage Based VPN (Online) 

5.3.2 Reporting Target Availability 

The Target Availability of management reports is excluded from the Target Availability of the Service. 
Management reporting information is a guide to the performance of your Service and we do not 
warrant the reports to be accurate or available at all times.  

The username and password to access the website reporting functions will be included in your 
Service welcome information. If you need to obtain a new password please contact the General Help 
Desk to arrange a new one.  

5.4 Additional Services 

5.4.1 Additional Services Features 

In addition to your Broadband IP VPN Service this Service Level Agreement covers the Additional 
Services purchased in conjunction with your Service. The Additional Services available under this 
agreement are:- 

> Hosted IP addresses 
> Email holding queue 
> Network hosted firewall router 
> Shared hosted email 
> Shared hosted domain names 
> Telehousing 
> Internet Access PVC 

5.4.2 Additional Services Target Availability 

Target Availability for Additional Services is 99.9% during the Fault Coverage Hours each month.  
 
6. Fault Reporting 

To log a fault with the Technical Helpdesk please call the General Helpdesk number on your bill and 
choose “Technical Helpdesk” from the options available. To avoid any delay in resolving a fault you 
must log faults with the Technical Helpdesk. If you do not log a fault with the Technical Helpdesk the 
fault will be excluded from any availability and rebate calculations.  

To ensure we are able to log your fault please quote the following information when contacting the 
Technical Helpdesk: 

1. The affected Service (including Service Number or Service ID) 

2. A description of the fault  

3. The name and phone number of the person in your organisation responsible for 
telecommunication matters who will accept the response call. 

6.1 Fault Response Time 

Where your Service Level includes a response call your nominated contact will receive an update of 
the progress of the fault within the time specified in the Service Level table in section 4. Further 
updates on the fault progress will be given to the nominated contact every 2 hours after the initial 
response.  
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6.2 Fault Classification 

Faults are classified for the purposes of calculating rebates as shown in the table below:- 
 

Severity  Example fault  

1 Customer network, tail or CPE unavailable affecting individual or multiple sites/locations. 

2 CPE or network performance impaired whilst most business operations remain functional. 

3 Intermittent loss or degradation of service (resolved as no fault found by us). 

4 Configuration change or feature enhancement required. 
 
6.3 Outage Notification 

We aim to provide at least 5 working days notification of any scheduled outage where the outage 
may affect your Service. Where practical a scheduled outage will occur between 6pm and 6am. 
Australia Star has a regular maintenance window on Sunday between the hours of 1am and 5am 
and will schedule maintenance during this period whenever reasonable to do so.  

In circumstances where an emergency service interruption is required, we reserve the right to 
undertake the service interruption at shorter notice. In such cases we will use best efforts to notify 
you prior to the service interruption.  
 

7. Rebates 
Rebates are calculated based on the Unavailable Hours. Broadband IP VPN provides rebates on 
Access and Additional Service components of your Service. 

7.1 Access Type Rebates 

The rebate is calculated on the monthly fee for the Access Type affected. The Access Type rebates 
available are shown in the table below. 

 Rebates Premium Enhanced Standard 

Rebates For Metro/CBD 
Services 

>6Hrs <8Hrs=10% 
>8Hrs=20% 

>12Hrs <24Hrs=10% 
>24Hrs=20% 

>24Hrs <36Hrs=10% 
>36Hrs=20% 

Rebates For Regional 
Services 

>8Hrs <12Hrs=10% 
>12Hrs=20% 

>24Hrs <36Hrs=10% 
>36Hrs=20% 

>36Hrs <48Hrs=10% 
>48Hrs=20% 

 
7.2 Additional Services Rebates 

The rebate is calculated on the monthly fee for the Additional Service affected. The rebates for 
Additional Services are shown in the table below. 

Rebates Premium 
Additional 
Services 

> 4Hrs <6Hrs = 10% 
>6Hrs = 20% 

 
7.3 Rebate Claims 

Applications for rebates must be made on the ‘Rebate Request Form’ supplied to you at the time of 
the rebate claim.  

15 Sep 2006 Broadband IP VPN Service Level Agreement Page 6 of 6 


	1. Introduction 
	2.1 Technical Helpdesk Hours 
	2.2 General Helpdesk Hours 
	2.3 Provisioning Helpdesk Hours 
	2.4 Telephone Response Time 
	2.5 Fault Response Time 
	2.6 Fault Coverage Hours 
	2.7 Target Availability 
	2.8 Unavailable Hours 
	2.9  Fault Detection Method 
	2.9.1 Proactive 
	2.9.2 Reactive 
	2.10 Time To Detect 
	2.11 Target Fault Restoration Time 
	2.12 Access Type 
	 
	3. Provisioning 
	3.1 Access Provisioning/Relocation Lead Time 
	3.2 Access Adds/Changes Lead Time 
	3.3 Target Lead Times 
	3.4  Moves and Changes 
	3.5 Provisioning Outside Of Provisioning Helpdesk Hours 

	4. Service Level 
	 
	5. Broadband IP VPN Components 
	5.1 Backbone 
	5.1.1 Backbone Target Availability 
	5.1.2 Backbone Performance 
	5.1.3 Port Speed 
	5.2 Access 
	5.2.1 Access Availability 
	5.2.3 Managed Access Type (Service Provided with customer equipment) 
	Access type
	Technology type
	CPE
	 Leased Line
	FR Over ISDN, DAR, E1, X.163
	Australia Star Supplied & Managed 
	 Ethernet
	Fibre
	 DSL
	UBR/VBR/CBR - ADSL, SHDSL, HDSL, VDSL
	 Dial
	ISDN, PSTN

	5.2.4 Unmanaged Access Type (Tail Only) 
	Access type

	5.3  Reporting 
	5.3.1 Reporting Features 
	5.3.2 Reporting Target Availability 
	5.4 Additional Services 
	5.4.1 Additional Services Features 

	6. Fault Reporting 
	6.1 Fault Response Time 
	6.2  Fault Classification 
	6.3 Outage Notification 

	7. Rebates 
	7.1 Access Type Rebates 
	7.2 Additional Services Rebates 
	7.3 Rebate Claims 




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


