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Section A The Service

1.2

1.3
1.4

2.1

2.2

STANDARD COMPONENTS
The setup of infrastructure providing the Customer ability to:.

1.1.1 Connect multiple UC platforms to BT SIP services along with third party SIP services;
1.1.2 Connect any cloud or legacy IP voice system providing on-net calling between multiple
platforms.

1.1.3 Route felephony using Intelligent routing enabling customer to move numbers across mulfiple
platforms connected to BT UC Edge service without any configuration on vSBCs. Except if this
ordered as Service option, this excludes the management of Customer Unified Applications and
Platforms, management of third party voice services connected to BT voice gateways within BT
Cloud infrastructure or BT Managed on-premise gateways.

Management of Customer’s telephony using Intelligent routing of caills. This is possible by BT intelligent
architecture which has the capability to learn the right frunk where the number is configured and route
all calls fo that trunk. Except if this ordered as Service option, this excludes the management of Customer
Unified Applications and Platforms, management of third party voice services connected to BT voice
gateways within BT Cloud infrastructure or BT Managed on-premise gateways.

A Customer Handbook provided upon completion of the delivery phase.
A BT Service Desk for receiving and handling:

1.4.1 Incidents from the Customer’s service desk as set out in paragraph 7. The BT Service Desk will
diagnose these Incidents, prioritise them and resolved them if forming part of BT's Service
Management boundary as set out in paragraph 3. Any Incidents analysed as out-of-scope of BT's
Service Management Boundery will be passed back to the Customer’s service desk with an
explanation; and

1.4.2 service requests for changes to the Service as set set in paragraph 7.

SERVICE OPTIONS

BT will provide the Customer with any of the following options as set out in any applicable Order and in
accordance with the details as set out in that Order (these options may be subject to separate terms)
subject to technical and operational validation by BT :

Set-up Application or Appliance

This option provides configuration, testing and acceptance into Service of equipment or applications
that are either not hosted in the data centres or are additional to the Standard Components. This
includes the set-up for devices such as Customer owned physical or virtual voice gateways on Customer
Sites. All the equipment and applications will be referenced in the Order including any agreed
professional services work order associated with the Service.

Physical Voice Gateway equipment

While BT willmanage the voice gateway as part of the standard Service; the provision of physical voice
gateways (and associated equipment) is not part of this Service. If the Customer requires BT to provide a
physical voice gateway, the Customer may purchase such physical voice gateway equipment by
agreeing on a separate Order the details, Charges and terms for the provision of a physical gateway.
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3.2
3.3
3.4

3.5

3.6

Professional Services

If the Customer requires additional professional services, the Parties will agree in the Order the details of

the deliverables of the professional service, subject to the charges and agreement on any applicable

additional condifions for such professional services as set out in the Order. Professional services can be
provided based on a time and material basis to carry out any additional services that the Customer may
require if not included in core service. Examples are shown below:

e UC Applications and Platforms configuration.

o Adding session border controllers to the Customer’s UC Applications and Platforms

e The creation of voice policies within UC Applications and Platforms.

Media Quality and Analytics

241 With this Service option, the Customer will have access to several analytical dashboards including
BT provided Monitoring tool which provide metrics. This is dependent on BT having read only
access to appropriate data from the UC Applications and Platforms under secure policies.

24.2 The Monitoring tool for UC Dashboards will collect information from multiple data sources with the
intention that the end-to-end service is working for Users and provide the customer a direct view
on their users experiance. As UC Applications and platforms and Monitoring Tool are assumed to
be both cloud-based solutions that permanently evolve, actual dashboard availability will
depend on available APl capabilities from UC Applications and Platforms and the
correspondingly developed integration capabilities from the vendor of Monitoring Tool. To make
full use of the Monitoring Tool, it is necessary to upload Customer network and site information. The
Monitoring Tool ties quality reports to specific networks providing information to support voice
quality trends for Customer Sites. This may be used by the Customer in proactive and reactive
voice improvement activity. The Customer need to provide full list of users to be monitored by the
Monitoring tool, and do necessary configurations within their platform to enable functioning of
monitoring tool.

SERVICE MANAGEMENT BOUNDARY
BT's responsibility to provide and manage the Service is limited to what is set out in the Order and includes:

3.1.1 The standard Service elements as set out in Paragraph 1; including the supplier portal/s where
access is managed by BT and the BT portal;

3.1.2 Any ordered optional Service elements set out in Paragraph 2.
Paragraph 3.1 constitutes the “Service Management Boundary.”
BT will have no responsibility for the Service outside the Service Management Boundary.

BT does not make any representations, whether express or implied, about whether the Service will
operate in combination with any Customer Equipment or other equipment and software.
All third party connectivity is subject to BT technical validation; and any regulatory aspects related to third
party SIP services are excluded from the Service Management Boundary.
The Service does not include any of the items listed below. If required these are the responsibility of the
Customer unless ordered from BT under a separate Order and agreement on any addifional terms
applicable for these items:
3.6.1 Migration of Users to or between UC Applications and Platforms or configuring the Users from
their respective administration portals;
3.6.2 The configuration and support of the UC Applications and Platform clients and their deployment
in the Customer environment;
3.6.3 Any integration with PBX, VOIP, video, third party unified messaging (UM) system or voice service
provider or internet domain registration;
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53

6.2

6.3

3.6.4 Quality of Service (QoS) or any WAN configuration such as IP routing;
3.6.5 Customised emergency services work;
3.6.6 Travel and expenses for any on-site services;

3.6.7 Evaluation, selection, design or integration with third party applications, including conferencing
applications and hardware not specified within scope;

3.6.8 Any software development or migration of third party conferencing data or any configuration of
the Customer used monitoring tools ;

3.6.9 Any phone device hardware including analog phone end User support.

ENABLING SERVICES
The Customer will have the following services in place that are necessary for the Service to function:

4.1.1 the Customer must subscribe to the appropriate UC Applications and Platforms and have
relevant licenses for the duration of the Service to enable the relevant Applications and it's
services, which are required by BT to configure and manage the Service. It is the Customer’s
responsibility to obtain these licences directly from respective providers;

4.1.2 a subscription to BT One Voice GSIP under separate ferms and conditions or third party SIP
service or PSTN services wherever applicable; and

4.1.3 a subscription to third party service required for UC Applications and Platforms to function;
(each an “Enabling Service”).

COMMISSIONING OF THE SERVICE

During Service Transition, the Customer specific configuration details will be agreed for the Services and
will be implemented in accordance with the agreed Order. The Service Transition ends on the
completion of all tasks whereafter BT will provide the Customer Handbook.

BT and the Customer shall jointly define the acceptance criteria for the Service at each in-scope Site
after BT has received the Order from the Customer.

Before the Operational Service Date, BT will:
5.3.1 deliver and configure the Service;
5.3.2 conduct a series of standard tests on the Service to ensure that it is configured correctly;
5.3.3 connect the Service using each Enabling Service;

5.3.4 on the date that BT has completed the activities in this paragraph 5.3 confirm to the Customer
that the Service is available for performance of any Acceptance Tests.

ACCEPTANCE TESTS

The Customer will carry out the Acceptance Tests for the Service within five (5) Business Days after
receiving notice from BT (“Acceptance Test Period”).

The Service is accepted by the Customer if the Customer confirms acceptance in writing during the
Acceptance Test Period or is freated as being accepted by the Customer if the Customer does not
provide BT with nofice to the contrary by the end of the Acceptance Test Period.

Subject to paragraph 6.4, the Operational Service Date will be the earlier of the following:

6.3.1 the date that the Customer confirms or BT deems acceptance of the Service in writing in
accordance with paragraph 6.2;

6.3.2 the date of the first day following the Acceptance Test Period; or
6.3.3 the date the Customer starts to use the Service.
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6.4 If, during the Acceptance Test Period, the Customer provides BT nofice that the Acceptance Tests have
not been passed, BT will remedy the non-conformance without undue delay and provide the Customer
nofice that BT has remedied the non-conformance and inform the Customer of the Operational Service
Date.

Section B Service Management

7. SERVICE MANAGEMENT
7.1 Excepft for matters set out below; the Service Management Schedule as referred to in the Order will apply
to this Service.
711 BT Service Desk variations.
(a) service impacting Incidents will only be escalated in case of priority 1 Incidents and not for
priority 2-4 Incidents;

(b) where local contracts for supporting services (i.e. with local telecoms providers) are held
directly by the Customer not through BT, any issues with those services and escalations with
those providers is to be initiated and coordinated by the Customer;

(c) on-premises devices may need remote hand support by the Customer. The Customer must
have a skilled IT person at the site to support the Incident break fix; and

(d) If ordered as Service option; the BT Service Desk will act on behalf of the Customer to
manage incidents and request with other vendors.

7.1.2 Service Requests variations.
(a) Service requests must be raised by a Customer authorised administrator. The Customer
authorised administrators are named individuals that are authorised o log service requests;
(b) allsimple Service requests, within reasonable use, are included in the monthly fee; and

(c) there are no pre-defined complex Service requests. Any complex Service request shall be
agreed by a new Order.

713 Vendor Support.;

(a) the Customer is responsible to provide vendor support arrangements for operating system
and application software for Incidents not resolved by the BT Service Desk; abd

(b) the Vendor support for other third-party systems, infrastructure, networks and applications is
the responsibility of the Customer.

7.1.4 Configuration Management. In addition to what is set out in the Service Management Schedule,
the Customer must provide access to respective UC Applications and Platforms to validate the
inventory, so that BT can get a true count of User base or number of active DID to ensure
accurate billing.

7.1.5 Business Continuity and Disaster Recovery. The Section “Business Continuity and Disaster
Recovery” of the Service Management Schedule applies to BT core functions and not
specifically to this Service.

© British Telecommunications plc

One Cloud UC Edge_Service Schedule_Part B_January 2026_V1 Page 4 of 4



