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Digital Voice for Business Service Schedule 

 Part A – Service Terms   

Section A Service Terms 

1. SERVICE SUMMARY 

1.1 BT’s Digital Voice for Business Service is a service whereby BT provides a cloud-based voice over the 

internet (VoIP) service enabling you to make and receive calls with the flexibility of cloud-based features 

and services comprising: 

1.1.1 the standard components of the Service set out in Part B; and 

1.1.2 any optional components described in Part B and set out in any applicable Order, 

up to the point of the Service Management Boundary (“Service”).  

1.2 This Part A sets out the specific terms and conditions applicable to the Service, and Part B sets out the 

service description and the terms relating to how BT manages the Service. 

1.3 This Schedule will not apply for the provision of any other services provided by BT (including the Enabling 

Services) as such services will be governed by their separate terms and conditions. 

2. MAINTENANCE, CHANGES AND SUSPENSION TO THE SERVICE 

2.1 BT may carry out Planned Maintenance on the Service from time to time.  BT will give you as much notice 

as it reasonably can if the Planned Maintenance or implementation of changes under Paragraph 2.2 

necessitate a restriction of suspension of service. 

2.2 BT may change the Service provided the performance and quality of the Service is not materially 

adversely affected. Prior to introducing any change to the Service, BT shall provide you with as much 

notice as is reasonably practicable. Such changes may include:  

2.2.1 changing, replacing or removing features of the Service;   

2.2.2 replacing the Service with a materially equivalent Service; 

2.2.3 changes to reflect developments in, or changes to technology used to provide the Service; 

2.2.4 changes required (i) to protect the integrity or security of the BT Network or (ii) comply with 

Applicable Law. 

2.3 BT may restrict or suspend the Service in an event of emergency and/or to safeguard the integrity and 

security of its network and/or repair or enhance the performance of its network. Where possible, BT shall 

inform you in advance.  

3. GENERAL CUSTOMER OBLIGATIONS 

3.1 You will: 

3.2.1 ensure that the local area network (LAN) protocols, applications and equipment used by you are 

compatible with the Service; 

3.2.2 Where applicable, install and connect any phone to your network; 

3.2.3 comply with any instructions that BT believes are necessary for reasons of health, safety or the 

quality of any Service provided by BT to you giving as much notice as possible; 

3.2.4 be responsible for its Content and that of its Users (including any Content hosted by you or any 

User on behalf of third parties). 
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4. CUSTOMER EQUIPMENT  

4.1 You will: 

4.1.1 provide BT with any information reasonably required, including information in relation to health 

and safety and the environment, without undue delay, and you will ensure that the information is 

accurate and complete; 

4.1.2 provide, at your own cost, a secure power supply at the location for the operation and 

maintenance of the Service, or Purchased Equipment at such points and with such connections 

as BT specifies, and, in order to mitigate any interruption to the Service resulting from a failure in 

the principal power supply, provide back-up power with sufficient capacity to conform to the 

standby requirements of the applicable standards;  

4.1.3 with the exception of the Software, provide suitable computer hardware software, internal 

cabling and telecommunications equipment necessary to access and use the Service; 

4.1.4 for any Customer Equipment used in the Services, be responsible for obtaining (if required) local 

import and User licenses  and the written authority from all respective authorities, particularly for 

countries where the use and import of encryption Software and devices may be restricted by 

Applicable Law, or the export and re-export of the encryption Software or devices may be 

subject to the United States of America export control law, and not act to misuse the Services as 

provided by BT to contravene or circumvent these laws. BT may treat any contravention of these 

laws as a material breach and: 

 

 

4.1.5 monitor and maintain any Customer equipment connected to the Service or used in connection 

with the Service; 

4.1.6 ensure that any Customer Equipment that is connected to the Service or that you use, directly or 

indirectly, in relation to the Service is: 

 

 

 

 

4.1.7 immediately disconnect any Customer Equipment, or advise BT to do so at your expense, where 

the Customer Equipment: 

 

 

4.1.8 provide BT, or third parties acting on BT’s behalf, with access to any Site(s) during Business Hours, 

or as otherwise agreed in an Order, to enable BT or its third parties, to set up, deliver, manage, 

maintain and restore the Service. 

4.1.9 if you access the Service via a LAN: 
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4.1.10 connect equipment to the Service at the defined Service Management Boundary, only by using 

the agreed Equipment at the Site(s) or the LAN Port of the agreed Equipment. 

5. SOFTWARE LICENCE TERMS 

5.1 BT will provide the Service if you have entered into the End User License Agreement (“EULA”) with the 

Supplier in the form set out at Paragraph 6 of Part B, as may be amended or supplemented from time to 

time by the Supplier. 

5.2 You will observe and comply with the EULA for all and any use of the applicable Software. 

5.3 If you do not comply with the EULA: 

5.3.1 BT may restrict or suspend the entire Service upon notice, in such event: 

 

 

5.3.2 You will enter into the EULA for your own benefit and the rights, obligations, acknowledgements, 

undertakings, warranties and indemnities granted in accordance with the EULA are between you and 

the Supplier and you will deal with the Supplier with respect to any loss or damage suffered by either you 

or the Supplier as such loss or damage will not be enforceable against BT. 

6. PURCHASED EQUIPMENT 

6.1 Delivery and Installation of Purchased Equipment 

6.1.1 You will provide BT with the name and contact details of at least one individual who is responsible 

for receiving the Purchased Equipment at the Delivery Location. 

6.1.2 BT will dispatch any Purchased Equipment for delivery to the applicable Site as set out in any 

applicable Order. 

6.2 Transfer of Title and Risk 

6.2.1 Where the Purchased Equipment is delivered to a Site: 

 

 

 

6.3 Acceptance of Purchased Equipment 

6.3.1 The Purchased Equipment will be treated as accepted: 

 

 

6.4 Warranty 

6.4.1 During the period of 12 consecutive months (or 1 month for Headsets, Service Option Paragraph 

2.3.1 of Part B) following the Operational Service Date (or any other period that BT advised to you in 

a Notice), if you report to BT in accordance with Paragraph 10 of Part B,  that there is an Incident in 
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the Purchased Equipment due to faulty design, manufacture or material, or BT’s negligence, BT will, 

or will arrange for the manufacturer or third party to, replace or (at BT’s option) repair the part 

affected by, or causing, the Incident free of charge, unless: 

 

 

 

 

 

6.4.2 If requested by BT, you will return the Purchased Equipment affected by an Incident to BT or to the 

manufacturer or other third party, in accordance with BT’s instructions, for repair or replacement in 

accordance with Paragraph 6.4.1; and 

6.4.3 BT does not warrant that the Software supplied in accordance with the Service is free from 

Incidents, but BT will remedy any defects that materially impair performance (where necessary, by 

arrangement between you and BT) within a reasonable time. 

7. PASSWORDS, AUTHORISED USERS AND SECURITY 

7.1 You are responsible for the proper use of any usernames, personal identification numbers and passwords 

or similar used in conjunction with the Service, and you will take all necessary precautions to ensure that 

these are kept confidential, secure and not made available to unauthorised persons. 

7.2 BT does not guarantee the security of the Service against unauthorized or unlawful access or use.  

7.3 You will distribute, manage and maintain access profiles, passwords and other systems administration 

information relating to the control of Users’ access to the Service. 

7.4 You will promptly terminate access to any person who is no longer an authorised User.  

7.5 You will promptly inform BT if a User’s ID or password has, or is likely to, become known to an unauthorised 

person, or is being or may be used in an unauthorised way.  

7.6 You will change any or all passwords or other systems administration information used in connection with 

the Service if BT asks you to do so in order to help safeguard ensure the security or integrity of the Service. 

7.7 You will not allow any specific User license to be used by more than one User unless it has been 

reassigned in its entirety to another User. 

 

Section B Compliance and Regulation 

8. ACCESS TO EMERGENCY SERVICES  

8.1 BT will provide the ability for Users to call the emergency services by dialing “999” or “112”, therefore: 

8.1.1 You must provide location information to enable BT to maintain a database of calling numbers and 

geographic locations; and 

8.1.2 You must inform BT immediately of any changes to those locations;  

8.2 BT will not guarantee your ability to use the BT Voice Service to make emergency calls at all times, 

including where:  

8.2.1 there is a failure of mains power, Access Line;  

8.2.2 you are accessing the BT Voice Service from a mobile device and are not using the mobile 

network; or 
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8.2.3 BT has suspended or interrupted the BT Voice Service for any reason, including Maintenance;  

8.3 BT recommends that you consider an alternative means to support emergency calls for the reasons 

outlined in 8.2. 

8.4 Where you request the location information of a telephone number to be changed, there may be a 

delay in updates to caller location information held by the emergency services and until the emergency 

services receive any updated location information, the location information held by the emergency 

services will be the address before the request to change was made. 

9. PCI DSS COMPLIANCE OBLIGATIONS  

9.1 BT takes no responsibility for your use of the Service for the processing, storage or transmission of any 

Cardholder Data, Sensitive Authentication Data or any other data that is subject to PCI DSS and you are 

solely responsible for the compliance of such use with PCI DSS. 

9.2 You will not use the Call Recording service for the processing, storage or transmission of any Cardholder 

Data, Sensitive Authentication Data or any other data that is subject to PCI DSS. 

9.3 You will indemnify BT for any Claims, losses, costs or liabilities that it incurs as a result of you storing, 

processing or transmitting data that is subject to PCI DSS.  

 

Section C Charges, Minimum Term and Termination 

10. CHARGES 

10.1 BT will invoice you for the following Charges in the amounts set out in any applicable Order or the BT Price 

List: 

10.1.1 Recurring Charges, except Usage Charges, monthly or quarterly in advance (depending on your 

billing frequency) and for any period where the Service is provided for less than one month, the 

Recurring Charges will be calculated on a daily basis; 

10.1.2 Usage Charges, monthly or quarterly in arrears (depending on billing frequency), calculated at the 

then current rates; 

10.1.3 any Charges for any Purchased Equipment from the Service Start Date, and those Charges that will 

apply from the date you take delivery or possession of that Purchased Equipment; and  

10.1.4 any Termination Charges incurred in accordance with Paragraph 10.2 upon termination of the 

relevant Service. 

10.2 BT may invoice you for any of the following Charges in addition to those set out in any applicable Order: 

10.2.1 Charges for investigating Incidents that you report to BT where BT finds no Incident or that the 

Incident is caused by something for which BT is not responsible under the Contract; 

10.2.2 Charges for late payments; and 

10.2.3  any other Charges as set out in any applicable Order or the BT Price List or as otherwise agreed 

between both of us. 

10.3 Cancellation Charges and Charges at the end of the Contract 

10.3.1 Cancellation Charges 

10.3.2 Charges at the end of the Contract 

If you terminate the Contract or the Service or any applicable Order for convenience in accordance 

with the Contract, you will pay BT: 
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11. ANNUAL PRICE INCREASE 

11.1 The Recurring Charges for this Service will increase on 1 April each year by the amount communicated to 

you at the time of purchase of the Service and/or as set out in the BT Price List. The change to the Regular 

Charges as a result of this annual increase will not constitute a material detriment to you and will not give 

you the right to terminate the Contract without paying Termination Charges. 

12. CHANGES TO THE CONTRACT 

12.1 Subject to the remainder of this Paragraph 12, BT may amend the Contract (including the Charges) at 

any time by either:  

12.1.1 publishing the amendment online at https://business.bt.com/businessterms/ (or any other online 

address that BT advises you of); or 

12.1.2 by giving reasonable prior Notice to you. 

12.2 If BT amends: 

12.2.1 the General Terms, this Schedule, or the Order; and/or 

12.2.2 the Recurring Charges (excluding any applicable Charges for Add-Ons) other than as a result of 

the changes in accordance with Paragraph 11, 

and the amendment is not exclusively for your benefit, BT will Notify you at least 30 days before the 

change is to take effect and Paragraph 12.4 will apply.  

12.3 Subject to Paragraph 12.4, if BT amends any Charges (other than Recurring Charges, Charges for Add-

Ons, or one-off Charges), and the amendment is of material detriment to you, BT will Notify you at least 30 

days before the change is to take effect and Paragraph 12.4 will apply.  

12.4 Where one or more of BT’s international partners increases the cost of calls and texts from the UK to other 

countries, BT will increase the Charges for the relevant service by the same amount. BT will Notify active 

users of the particular services that are changing and Paragraph 12.6 will apply to you only if the increase 

is of material detriment to you. BT will not increase the Charges for these services in this way more than 

once in any month.  

12.5 If BT makes an amendment to an Add-On (including any applicable Charges for Add-Ons) which is not 

exclusively for your benefit, BT will Notify you at least 30 days before the change is to take effect and you 

may terminate the Add-On that is changing (only) by giving BT Notice within 30 days of the date of BT’s 

Notice of the change. 

12.6 Where BT makes an amendment under Paragraph 12 to which this Paragraph 12.6 is stated to apply, you 

may terminate the Contract for the Service without paying any Termination Charges provided that: 

12.6.1 you give Notice to BT within 30 days after the date of BT’s Notice; and 

12.6.2 you pay all Charges for the Service that are performed during the 30-day notice period. 

12.7 Paragraphs 12.2 to 12.5 (inclusive) do not apply to Bespoke Contracts. If you have a Bespoke Contract 

and BT makes an amendment to the Contract (including to the Charges) that causes you material 

detriment, BT will Notify you at least 30 days before the change is to take effect and Paragraph 12.6 will 

apply.  

12.8 Nothing in this Paragraph 12 will affect BT’s right to make amendments to the Contract (including the 

Charges) to comply with Applicable Laws, or to implement administrative changes that have no 

https://business.bt.com/businessterms/
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negative impact on the performance of the Service. Paragraphs 12.6 and 12.7 will not apply to such 

amendments.  

12.9 Resale 

12.9.1 The Service and Software are provided solely for your use, and you will not resell or attempt to resell 

the Service (or any part or facility of it) to anyone else. 

12.10 Upgrades 

12.10.1 You may upgrade to a Call Sharer Plan with a higher number of minutes per calendar month at 

any time during the Minimum Period of Service. You may add additional business packages, 

additional handsets at any time, or any of the service options as set out in Part B. 

12.11 Dispute Resolution 

12.11.1 You will try to resolve any complaint or dispute that they may have with BT in accordance with 

the procedure set out in General Terms. If the matter is not resolved through that procedure, you 

may refer it to adjudication, where appropriate, in accordance with the details set out in BT’s 

Customer Complaints Code set out at http://www.bt.com/complaintscode, copies of which are 

available on request. 

13. MINIMUM TERM AND TERMINATION 

13.1 The Order sets out any Minimum Term applicable to the Service, as well as any associated volume 

commitments, invoicing terms that are specific to the Service. 

13.2 Following the expiration of the Minimum Term, the Service shall continue unless and until terminated in 

accordance with the terms of the Contract. 

13.3 Termination for Convenience 

Either of us may, at any time after the Operational Service Date and without cause, terminate the Service 

by giving 30 days’ Notice to the other.  

13.4 Termination Charges 

13.4.1 The following Termination Charges apply where, during the Minimum Term, the Service(s) or 

Contract is terminated by you under paragraph 13.3, or by BT in accordance with the Contract for 

your breach:  

 

 

13.4.2  You will not have to pay the Termination Charges if you have given BT Notice to terminate the 

Contract for convenience during the Minimum Term because you have the right to terminate a 

Linked Contract as a result of a change that we have made to the Linked Contract in accordance 

with the terms of that contract. This Paragraph 13.4.2 does not apply to Bespoke Contracts.  

14. END OF SERVICE 

14.1 On termination of the Service, you will: 

14.1.1 retrieve all of your data from the Service; 

14.1.2 return to BT the software or intellectual property provided by BT and all copies of such. 

14.1.3 be liable for any reasonable costs of recovery that BT incurs in recovering BT Equipment. 

http://www.bt.com/complaintscode
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14.2 On termination of the Service BT will: 

14.2.0 provide configuration information relating to the Service provided in a format that BT reasonably 

specifies; 

14.2.1 decommission all network and applications supporting the Service at each Customer Site(s); and 

14.2.2 where permitted under applicable mandatory law, delete any Content, including stored logs or 

any configuration data relating to BT’s management of the Service; and 

Section D Service Levels and Service Credits 

15. INTRODUCTION 

15.1 BT will use its reasonable endeavours to achieve the service levels (“Service Levels”) applicable to the 

Service.   

15.2 Service Levels only apply to events occurring within the Service Management Boundary. 

16. SERVICE CARE LEVEL 

16.1 From the Operational Service Date, BT will provide the Service with the Service Care Level selected by 

you as set out in the Order and in accordance with the table below: 

 

Service Care Level Description 

Standard Care 

   
BT will aim to repair a Qualifying Incident by midnight on the second weekday after the 

day you report the Incident to BT unless a specific appointment date is agreed. BT will 
treat a Qualifying Incident as ‘reported’ after 2100 on a weekday, anytime at weekends or 
on bank/public holidays, as if you reported the Qualifying Incident at 0800 on the next 
weekday after the day you actually reported the Qualifying Incident to BT.  
 

 

Section E Data Protection 

The Digital Voice for Business Data Processing Annex applies to this Service as set out at 

https://business.bt.com/terms-and-conditions/gdpr or attached to this Service Schedule and 

supplements the data provisions in the Contract. 

Section F Defined Terms and Abbreviations 

For the purposes of this Schedule defined terms and abbreviations shall have the meaning ascribed to them 

within the body of the Schedule or below: 

https://business.bt.com/terms-and-conditions/gdpr
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Digital Voice for Business Service Schedule 

Part B – Service Description 
Section A The Service 

1. STANDARD COMPONENTS OF THE SERVICE 

BT will provide you with the following Services in accordance with the details as set out in the Order: 

1.1 Digital Voice for Business packages 

1.1.1 BT will provide you with one or more of the following Digital Voice for Business packages – Enhanced or 

Extra for every User, based on the offer chosen. Both packages consist of the following: 

(a) Customer Portal 

(i) BT will provide you with a right to access and use a secure shared web portal to view 

information, manage and administer the Service. 

(b) Geographical Number 

(i) BT will allocate new Geographical Number to you as detailed in the Order. You will not own any 

telephone number related to the Service. Your rights to use the telephone numbers will cease on 

termination of this Service. 

(c) Unlimited Call Sharer Plan 

(i) BT will allocate a Call Sharer Plan as detailed in the Order. This will determine all relevant 

Charges for calls made from the Service as detailed in the BT Price List. 

(d) Webex Softphone Licence  

(i) an application that enables you to make and receive calls via the Webex app on any 

compatible device. 

1.2 Business Calling Features as set out on the Customer Portal: 

(i) Enhanced – the features for this package are available to customers who have chosen the 

Enhanced Business package 

(ii) Extra – the features for this package and the features at 1.2.(i) are available to customers who 

have chosen the Extra Business package 

2. SERVICE OPTIONS  

BT will provide you 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. Any of the Service Options listed below can be added to the Service 

throughout the term of the Contract as set out in Paragraph 12.8 of Part A: 

2.1 User Add-on Licences; optional licences offering additional features for the Service, which you can 

provide to Users as detailed in the BT Price List. 

2.2 Webex Licence: 

(a) For Enhanced Business packages – you can choose: 

(i) Basic; or 

(ii) Standard 

(b) For Extra Business packages – you can choose: 

(i) Standard  
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2.3 Equipment subject to provisions set out at paragraph 6 of Part A, the Service Terms: 

(a) Headsets –subject to a 1-month warranty as set out in paragraph 6.4.1 of Part A, the Service Terms 

(b) IP Phones (Wi-Fi Enabled Devices)  

(c) ATA (Analogue Team Adapter) - a device used to connect an analogue telephone or similar 

equipment to a computer or network to enable communications over the internet. 

2.4 Additional Geographical Numbers. Each Digital Voice for Business package, one Geographical Number 

is included per end User. Additional Geographical Numbers can be ordered for an additional Charge as 

set out in the BT Price List.  

3. SERVICE MANAGEMENT BOUNDARY 

3.1 BT’s responsibility to provide and manage the Service is physically and logically limited to the following 

“Service Management Boundary”:  

You are responsible for the cable connecting to the Customer Equipment owned by you.  BT is not 

responsible for wireless capability of the Wi-Fi and Guest Wi-Fi service, including connectivity, range, signal 

strength and bandwidth throughput, where the BT Equipment supports Wireless Access.  Wireless 

connectivity will not be connected or tested. 

3.2 BT will have no responsibility for the Service outside the Service Management Boundary. 

3.3 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. BT will have no 

responsibility to support or maintain any equipment from other suppliers. 

3.4 BT does not guarantee the Service will be provided without errors or uninterrupted or that BT will correct 

all errors. 

4. ENABLING SERVICES 

4.1 You will have the following services in place that are necessary for the Service to function: 

 

(b) For a supply over BTnet, a BT net router; 

(c) For a supply over non-BT access services, you will ensure that the access service, routers and set up is 

compatible by: 

(i) Ensuring SIP ALG is not enabled on the routers or Firewalls; and 

(ii) Ensuring the access service, routers and set up are compatible with the Service by complying 

with the Firewall and LAN instructions provided by BT; 

(iii) Ensuring Voice QoS is enabled, where available. If this is not available, this may impact the voice 

quality; 

(iv) having in place sufficient LAN infrastructure with a minimum of CAT5e structured cable; 

(v) having in place IP Phones or compatible Devices; and 

(vi) for Wi-Fi Enabled Devices only, having in place a sufficient wi-fi connection which can be 

provided by BT or other third-party 

(each an “Enabling Service”)  

5. COMMISSIONING OF THE SERVICE 

5.1 Before the Operational Service Date, BT will: 

 

(b) manage the number transfer or port process subject to required customer activities; and 
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(c) confirm to you the Service Start Date. 

Section B Supplier Terms 

6. EULA  

The applicable EULA will be: https://www.cisco.com/site/us/en/about/legal/contract-

experience/index.html#tabs-7edb32179e-item-d43da2dc1e-tab  

Section C Service Management 

7. SERVICE MANAGEMENT 

7.1 BT will provide you with access to a portal where you will be able to contact BT to raise incidents if your 

service isn’t working or for any other queries you have with your service.  

7.2 BT will also provide you with a telephone number so you can contact the service desk if the portal is 

unavailable.  

7.3 BT will provide you with an incident ticket number when you raise incidents. We will investigate, progress 

and resolve them in line with the care package referred to in your order and the timescales set out in Part 

A.  

7.4 BT will keep you informed of progress at regular intervals while we are working on your incidents and we 

will contact you to check resolution when we believe service is restored. 

 

https://www.cisco.com/site/us/en/about/legal/contract-experience/index.html#tabs-7edb32179e-item-d43da2dc1e-tab
https://www.cisco.com/site/us/en/about/legal/contract-experience/index.html#tabs-7edb32179e-item-d43da2dc1e-tab

