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Pen Telecom - Service Definitions and Schedules

SIP Service Schedule V1.0C

Pen Telecom is required by Ofcom to communicatethe
followingadvisory statementsto alltelecommunications
service customers:

I IfthebroadbandConnectionthat Pen Telecom
service depends onfails, the voice service will also
fail.

i, If there is a power cut or failure in the connected
telephonesystem,anyassociated broadband
connectionandvoice service may also fall

ii, Broadband connection and power supply failures
are caused by reasons outside the control of Pen
Telecom

IfthebroadbandconnectionthataVolPservice dependson
fails for any reason, the service cannot beusedtomakecallsto
theemergencyservices numbers 999 and 112

1. Definitions

1.1. Allterms definedinthe MSA (defined below) shall have
the same meaning in this Service Schedule except
where the context may require otherwise

‘Alias’=shall meanaDDInumberthatislinkedtoa headline
number.

‘Call Tariff’— shall mean the tariff showing prices for call
termination.

‘Channel’ = Shall mean 1 concurrent call.
‘DDI” — shall mean a Direct Dial Inward number.

‘Headline number’—shallmean any lead number thatmay or
may nothave any alias’ attachedtoit.

‘MSA’-shallrefertoPen Telecom’sMaster Service Agreement
Terms and Conditions as atthe date hereof as published on
the Portal.

‘PBX’ —shallmeana private branch exchange that hasthe
abilitytomakeandreceiveVolPcallsand handle call control.

‘ReadytoUse’-shallbethedaythatPen Telecomsendsout
the SIP credentialdetailsin an emailto the technical contract
specified onthe service order.
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‘SIP Service’ —shall be the name under which PenTelecom
providesits SIPvoice products.

‘SIP” — shall mean session internet protocol.

‘SIPLicence’-shallmeantheproductunderwhich Pen Telecom
sells the ability to make SIP calls, thelicenceshallcontain
ChannelsandDDlIsandbe available at one per IP Address.

‘Spoofed’—shallmeantheabilitytopresenta numberthat
isnotcurrentlyhostedonthePen Telecom network.

‘VolP’” — shall mean Voice over Internet Protocol.

‘Pen Telecom’ — shall mean Pen Telecom registered in England
and Wales with company number 8201447

Services Description

1.2. Servicesprovidedunderthe “SIP” heading include
the following.

‘SIP Licence’ — shall mean the ability to make or receive SIP
callsfromaPBXorhandsetorsoftphone viaanallocated headline
numberand any associated channels or DDIs assigned to that
headline number.

‘FaxtoEmail'=shallmeanaservicewherebyafax issentfroma
faxmachinetoaspecifiednumber, thereceivedfaxwillthen
besentasaPDFtothe customer’s email address.

‘Number Porting’ — shall mean a service which enables
customersto change their service provider whilst keeping their
existing number.

‘International Numbers’—shallmeanany
Internationalnumberoutsidethe UK.

‘SMS Alerts’ - shall mean the service whereby ifthe SIPtrunk
becomes“non-registered”anSMSalert willbe senttoamobile
number of your choice.

‘SIP Service Features’—shallmean any additional feature sold
under SIP services, including but not limited to, call forwarding
and directory entries.
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2. Service Commencement date

2.1. For any SIP service provided the Service
CommencementDate shallbe asfollows:

‘SIPLicence’'-Thedatetheservicesarefirstreadytouse.

‘Fax to Email’ = The date Pen Telecom sends thetechnical
contactanemailconfirmingsetup.

‘International Numbers’ - The date the services are first ready
touse.

‘DirectoryEntries’—shallbethedate Pen Telecomis informed
by BT that the service starts.

2.2. Pen Telecom estimates the following lead times for
the SIP Services:

‘SIPTrunk’-2BusinessDays. ‘Faxto
email’ -2 Business Days.

‘NumberPorting'-=SeeNumberPortingLetterof
Authorisation.

‘International Numbers’—7Business Days. ‘SIP
ServiceFeatures’-2BusinessDays.

3. Initial Term

3.1. Initialtermforany SIPserviceswillbea minimum of
12 months from the Service Commencement
Date unless stated otherwiseonthe Service
OrderFormor Customer RequirementForm.

4. Service Use

4.1. Forthe avoidance of doubt, the Customer

acknowledges that:

(a) ithasaccesstotheinternetunlessthisis provided
by Pen Telecom through Services, Products, or
Equipment.

(b) ltisresponsible for all costs and expenses relatingto

reprogramming ofany PBX

or other routing / firewall device that is necessary
foraccessto the Services thatis not provided by Pen
Telecom.
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4.2.

4.3.

4.4,

4.5.

4.6.

4.7.
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For the avoidance of doubt, the Customer
acknowledgesthatithassoleresponsibilityfor allcharges
relatingtothe use ofthe Services regardlessofwhether
suchuseisauthorised, unauthorised, fraudulent, or
otherwise.

Customers have a choice on how they would liketheir
SIPtrunksandnumberstobeset up. The standard
formatistoidentifythe main numberand “alias” any
DDIstoit. This means that only a single trunk
registration is required on the phone system, with
inbound callstoallnumbersbeingrouted downthis
singleregistered account. This configuration isan
efficientwayofmanagingtheinbound calls to your
phone system.

Intheeventofacustomersystem/circuit failure
customerswillbeabletoapplya calldiverttothe
trunkviathe Pen Telecom portal, instantly
rerouting all inbound calls to abackup telephone line
or mobile of choice.

Ifcustomerswishtorerouteinboundcalls from
specific DDIs then each number must besetupasa
separateHeadlinenumber.

AlIDDIswillbe setup asaliased tothe firstnumber
in the range unless specified otherwise.

Non-GeographicNumbers can only be aliasedto
ageographic number.

New VolIP DDlIs can be aliased to a “Spoofed” number.

4.8. Inordertominimisetheriskofanylosses in the
event that Pen Telecom is unableto providethe
Servicesdueto a technical problem in relation to
the telecommunicationsnetworkbywhichthe
Servicesareprovided,theCustomermust be aware
of and follow the procedure for diverting calls- over
an alternative network aswillbenotifiedtothe
Customerinwriting from time totime.
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4.9.

Inrelationtotheuseof SMSalerts, the following
conditions are relevant

Amaximumof20xSMSmessagesper month
will be sent

Only one message per hour will be sent

Only one mobile number can be configured per
Headline number.

Onlyonemessagewillbesentpernon-
registration alert

Users can update the mobile number in the portal
once the service has been activated

No charge will be incurred when changing the
destination mobile number

Users will not be billed separately for the individual
SMS messages

The service will be applied on the first Headline
number by defaultshould multiply Headline numbers
berequired

Customers will be required to add the mobile number
via the Pen Telecom portal once the service has
beenactivated.

Inrelation to geographic number porting the following
arerelevant

IfyouareportingageographicDDIrange, you have
the option of retaining/porting/ ceasing the mainbilling
number orretaining/ porting/ceasing associated
numbers.

Pricing and lead times for Geographic Number
Portingservicesarestatedonthe “NumberPorting
(geographic)Authorisation Letterwhichcanbe
downloadedfromthe Pen Telecom portal

Customers may experience some downtime onthe
telephonyserviceif‘multiine”porting in from ISDN2 or
ISDN30 services. This temporarylossofserviceisdue
tothe manual UK porting process within BT Openreach
and isbeyond Pen Telecom’s control

Inrelationtonon-geographicnumber (NGN) porting the
following conditions are relevant

TELECOMS .
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Use the NGN porting letter for non- geographic
numbers (e.g.,0845,0800etc). TheNGNPorting
Letterisforthe Customer to authorise transfer of
non-geographic numberstoPen Telecomsnetwork.

If already “service established” NGN numbers have
a porting lead time of 15 working days. The 15
working days will commencefromthefollowingday
afterthe order has been submitted up to 16:00 hours
and this will be classed as day 0, please allow for
this in your calculation

Although every attempt will be made to meetthe
stated CRD (Customer Required by Date)theeventual
portdateprovidedtous by the designated Range
Holder may differ. PleasealsonotePen Telecom
cannot be held responsible for not meeting this date
duetounforeseenproblemsorthirdyay delaysofwhich
youwillbeadvisedofduring the course of your porting
order.

Only numbers that are specified on the form with
“porting” selected will be ported.

Oncethe numbers have ported, please check the
inbound call logs on the Pen Telecomtoensure
inboundcalldeliveryis being provided.

Please check that your losing Service Provider
has stopped billing you for your serviceoncethe
numbers ragorted.

Allnumber porting letters of authorisation mustbe
printedandsignedoncompany letterheadedpaper.
Scanned/faxed copies are accepted; we don'tneed
the originals posted to us.
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5.1.

(a)

6.1.
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Obligations

The Customer shall:

ensurethatalladdressdetailsareuptodate foreach
DDlasthisistheinformationused by the Emergency
services. The address details canbe updatedfrom
the portal.

provideamainssupplytorunthe SIPservices.

providethe equipmentrequiredto placeall SIP services
provided by Pen Telecomon.

Priortobeingabletouse‘spoofed’numbers the
customer acknowledges that they must provide a
copy of the phone bill for said numberandthe
CustomermustsendPen Telecom a letter on
headed paper statingthattheyareauthorisedtouse
said number. Failuretodo sowillresultinthis feature
being suspended and a potential fine added to the
customer’s account.

Terminating Services

Allterminationsmustbeinaccordancewith clause13.3
oftheMSAandthenoticeperiod will be as follows for
eachservicetype.

SIP Licences - thirty (30) days.
DDls - thirty(30) days.
Channels - thirty (30) days.

Directory Entries - one (1) year expiring on an
anniversary of the commencement date of the
DirectoryEntriesserviceprovision.

Fax to Email - thirty (30) days.
International DDIs-thirty (30)days.

TELECOMS .

7.1.

7.2.

7.3.

7.4.

7.5.

7.6.

7.7.
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Charges

TheSIPLicencefeeisconditionalonuse ofthe SIP
Licence for outbound calls. SIP

licences thatare only used for inbound calls are
subjecttoamonthlychargedefinedin therelevant
PriceListforeachconcurrent channel used. This
replaces the flat SIP Licence fee.

Additional DDIs are available in blocks often foran
additionalfeedefinedintherelevant Price List.

Memorable numbers are available at an additional
charge definedintherelevant Price List.

Internationalnumbersareavailable. The service
does not form part of the SIP Licence, instead the
trunkis delivered with 2channelsincludedinthe
price. Further channelsmaybeaddedforachargeas
per thelatestPriceList. Memorablenumbers are
available for an additional fee defined in the relevant
PriceList.

Sincereconfiguring SIP Licencesafter provision
involves additional systems administration
work,wedoapplyaone-off reconfiguration charge
defined inthe relevant Price List.

AdditionalDDIsorchannelscanbeordered by an email
to Pen Telecom, this email ordermustcomefromthe
authorisedemail address on the customer account
and by emailingPen Telecomforadditional services,
the customer is accepting charges as per the relevant
Price List.

Callchargeswillbeinvoicedinarrearsand chargedas
pertherelevanttariffstructure in place at the time —
the tariffs can be downloaded from the portal or are
available on request. The customer must ensure they
are uptodate withtheir latest price list.
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7.8.

7.9.

7.10.

7.11.

7.12.

Ifany fixed charge prices are to change PenTelecomwiill
emailthecustomerwith 30 days’ notice.

The Customer acknowledges that
telecommunication tariffs from third party providers
arenotcontrolledbyPen Telecomand are subjectto
change without noticeandanysuchchangesare
passed onto the Customer at Pen Telecom'’s
discretion. The Customer may check tariffs

at any time by visiting the appropriate page on the
Portal or by requesting notification of the current tariffs
from Pen Telecom.

IntheeventthatPen Telecomfails toprovidethe
ServicesandtheCustomer diverts traffic to another
Service Provider,

Pen Telecom shall not be responsible foranycostsor
expensesarisingasaresult of such diversion of traffic
including, without limitation, such service provider's
charges.

Pen Telecom reserves the right to invoice the
customerforany chargesrelating toPhone Book
Entries. Itisthe Customers responsibility to check at the
pointof porting numbers in that there are no
unwanted Special Phone book entries applied to
the number.

AnyamountsforanyPhoneBookEntries will be
charged on for the full term applicableandany
cancellationrequest noticeperiodwillmirrorthatof
thenotice period offered to Pen Telecomfrom BT.
DirectoryEntriespricingisavailable upon request.

TELECOMS .

7.13.
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If Pen Telecom agrees to give the customera
reduced perminuterate

on certain destinations for a minimum quantity of
monthly minutes to the relevant destination,thenthe
followingwillbetrue

Thediscountrateshallnotbe honouredif the required
minutes in the calendar month are not met

The minutes shall be totalled from calls who’sstart
timeisonorafter00:00:000n the 1stofthemonthand

includecallswho’s finishtimeisbeforeon23:59:590n

thelast day of the month

Shouldtherequiredquantitynotbemet thenthe
customerwilldefaultbacktothe ratepriortothe
discountonthetariffthey are on at thetime.

Ifmorethanonedestinationisofferedfor discount,
thenEITHER; Thefullagreement needstobemetOR
perdestinationneedsto be met.
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Ethernet Service Schedule V1.1C

1. Definitions

1.1.  Alltermsdefinedinthe MSA (defined below) shall have
the same meaning in this Service Schedule except
where the context may require otherwise

‘Ethernet’—shallmean anyfibre or copper circuit presented
as an Ethernet presentation.

‘ECCs’ — shall mean Excess Construction Charges relating to
the costs of installing the infrastructure requiredforthe
provisionof EthernetServices

‘EFM’'=shallmeanEthernetFirstMileandshall meanthe
provision of acopper datacircuit

‘EAD’—shallmean Ethernet Access Directand shall beahigh gl
Ethernetpointtopointdatacircuit thatwillconnectacustomer
sitetoacustomersite or a CompanyNode.

‘Good Condition’—shallmean free fromany damage.

‘Handedover'=shallmeanthedatetheHandover documentis
sentto the customer from the company.

‘MSA’-shallrefertoPen Telecom’sMaster Service Agreement
Terms and Conditions as atthe date. Here of as published on
the Portal.

‘OrderAcknowledgement’—shallmeanthedate whenPen
Telecomsendsthe customeran order acknowledgement email
to the technical and order contact as specified on the Service
order form or Customer requirementform.

‘Readyforuse’-shallbe 1workingdayafterthe Customer
Premise Equipment (CPE)is shipped by Pen Telecomorthe
daythatthecircuitis handedoverbyPen TelecomifaCPEis
not supplied or whichever is sooner.

‘SSRAMS’-shallmean Site Specific Risk Assessment and
Method Statement.

‘Termination Location’—isthe location thatis advised tothe survey
engineerbythetechnicalcustomer onsite representative.

‘Pen Telecom’—shallmean Pen Telecom registeredinEngland
andWaleswithcompany number 7068598.

TELECOMS .
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‘VU Guard’ - shall mean the name under which Pen Telecomsells
itsDDoS protectionproduct.

2. Services Description

‘Ethernet’—shallmeanthe provision of afibre or copperorradio
oropticaldatacircuitoranymixof fibre, copper, radioand optical
betweentwo locations based on IEEE 802.3standard.

‘VUGuard’-shallmeanafilteringservicethatcan beswitched
onbyasubscribed customeratany timefromthe customer
portalinordertoclean traffic and temporarily stop the effects of
the DDoS attack until such time that the customer can speak
withthe upstream providerandstopthetraffic.

3. Service Provision.

3.1. Pen TelecomwillnotifytheCustomer ofthe ECCsas
soonasreasonably practicable afterthe dateofthe
ServiceOrderForm.

3.2. Any works carried out outside of business hourswill
incuran additionalcharge.

3.3. Onreceiptofthenoticereferredtoatclause 3.1,the
Customermaywithinthirty days notifyPen Telecom
thattheECCsare accepted,anditwishestoproceed
withthe Orderinsofarasitrelatestotheprovisionof
Ethernet Services.

3.4. Ifthe Customer does not serve any notice under
clause 3.3 withinthirty days, unless theECCsare
waivedassetoutatclause 3.4hereof,theOrder
insofarasitrelates tothe provision of Ethernet
Services, shall be cancelled by Pen Telecom. Such
cancellation will not affect any agreement between
thepartiestoprovideanyother Services save
where provision of those Servicesisdependenton
theprovisionof Ethernet Services in which case they
shall also be cancelled.
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3.5.

3.6.

3.7.

Pen Telecommayelectatanytime, whichincludesfor
theavoidanceofdoubt beforeorafterthe Customer
hasserveda noticepursuanttoclause3.3hereofand
| orbefore orafterthe expiry ofthe thirty- day period
referredto above, inits absolute discretion, notto
chargethe ECCstothe Customer in which case the
Order shall proceed and shall not be cancelled.

Pricing and lead times are subject to site survey
andmayvaryifthereisinsufficient bandwidth capacity
at the premises or if additionalworkisnecessary
includingbutnot limited to provision of newfibre, duct
work, orbuildingentrypoints. Any ECCswillbe
advised after completion ofthe site survey.

Ifthesiteisunabletobeaccessedforanyof thefollowing
reasons,thenthe Customerwill paychargescalculated
inaccordancewith Pen Telecom’sPrice Listand Tariff:

Theengineerisunabletoaccessthesite;or

The site preparation has not been carried out in
accordance  with Health and Safety
recommendations; or

The engineer is unable to contact the
specifiedtechnical contact; or

the Customer fails to complete site preparationin
accordancewithallcurrent legislation, including butnot
limitedtohealth andsafetyandincludingthe
productionof an asbestos register if required.

In order for Pen Telecomto provide the customer with
aservice, the customer must ensure that

Therearetwo13-amppowersockets thatare
availablewithinlmetreofthe termination
location

There is enough space for the equipment required
fortheservicetobeinstalled

TELECOMS .

3.9.

3.10.

3.11.

3.12.

3.13.

3.14.

HOSTED VOICE

Itshould be notedthatwhilst Pen Telecom makes
every effortto ensure that the Survey Engineeris
supplied with all the details required to complete the
order; the customerrepresentativeshouldconfirm
therequiredlocationofthelineswiththe engineer
upon arrival; failure to do this mayresultinthe
linesbeinginstalledin thewronglocationwhich
couldresultin

further charges should the customer require thesetobe
moved and further delays to the completion of the
delivery.

Should a Wayleave agreement be required the
provisioning of the Ethernet service will be placed on
hold untilsuchtime asthe required Wayleave has
been entered into.

Any quoted lead times are subject to external
factors and cannotbe guaranteed by the Company.

Any VU Guard Service added to any Ethernet Circuit
mustbe addedforthefullduration
oftheinitialterm,shouldtheservicenotbe ordered
when the circuitis ordered then the subscription
pricingwillnotbeavailableto the customer.

IfanEthernetservicethathasaVU Guard service
attachedtoitisupgraded, the VU Guard service will
automatically be upgraded to match the upgraded
Bandwidthand

the customer understands by upgraded the
Ethernetline they are accepting the upgraded VU
Guard charges.

Whenthe customersuspectsthataDDoS attackis
affecting one of their IPs, they must contact Pen
Telecom by raising a supportticketor callingthe
technical support teamandPen Telecomwillthenclean
theunwantedtraffictoremovetheattack.
Alternatively,ifthecustomerhasanactive
subscription, they canturnthe service on from their
customer portal area.
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3.15.

3.16.

4.1.

4.2.

4.3.

Once Pen Telecom begin cleaning trafficonan
affected IP, the cleaning will takeplaceforaperiod
of12hours,after 12hourshaspassedthe
cleaningwill

automatically be turned off; shouldanattack resume,
the customer will be required to report this to Pen
Telecom once more to beginthe cleaning process
again.

Customerscanadda“One Off”VU Guard serviceat
anytimebutthiswillbecharged atthefeeslistedinthe
pricelistunder“One Off” and this does not form
part of the subscription.

Service Commencement Date

Initial term shall commence on the service
commencementdate and that shall be on the day
the service isready for use.

The Customeracknowledgesand acceptsthat leadtimes
forEthernetServicesaredependent onthird partiesand
leadtimes can oftentake anumberof months or possibly
years.

Withoutprejudicetothecontentsofclause
4.2 Pen Telecom estimates the followingleadtimesfor
the EthernetServices:

30BusinessDaysiffibre/equipmentis present.
45BusinessDayifasmallamountofworkis required.

60BusinessDaysifthereisamoderate amount
of fibre works required.

90plusBusinessDaysifbespokeworkis required.
Initial Term

The Initial term for all Ethernet Services shallbeas
setoutinthe Service Orderform andrunfromthe
serviceCommencement Date or, where no term is
specified, the Initial Term will be 36 months from
the Service CommencementDate.

TELECOMS .

6.1.

6.2.

6.3.

~

7.1

7.2

HOSTED VOICE

Service Use

Themanagedterminationroutermustbe connected
totheservicebytheCustomer within 48 hours of
receiptandany early life failures reported as soon as
practicable bythe Customer.Ifthe Customerfailsto
connectthemanagedterminationrouter
and/orreportanyfaultswithin48hoursof delivery of
the managed router, the Ethernet service will be
deemed to be working in accordance withtheterms
ofthe Order.

Any supplementary services, such as any
backup/failover circuits will be installed and tested
by Pen Telecom after the

primary circuit has been handed over by the Company.

Itisthecustomer’sresponsibilitytoensure thatany
secondarybackup/failovercircuit ordered has the
required bandwidth and capacitytoactasasecondary
totheprimary circuit.

Terminating Services

Allterminationsmustbeinaccordancewith clause13.3
oftheMSAandthenoticeperiod will be as follows for
eachservicetype.

711 Ethernet-ninety (90) days.

Upontermination ofan Ethernetservice,the Company
shallchargetheCustomerforany equipmentstillonthe
Customersite provided bythe Companyforsaidserviceat
the current Companysalepriceforthatitem.Oncethe
itemhasbeenreturnedtothe Company
inagoodconditionthenthefundsshallbe returnedtothe
Customer.Itisthe Customers responsibility to ensure
that the items are packedsufficientlyforshipping.
Shouldthe itemsarrive damaged, and Pen Telecom
deems the packaging not sufficient for shipping,the
Customerwillbe chargedthefull amountinthepricelistfor
saidequipment.
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8. Service Level Agreement

8.1. Fault Reporting
Customers must report any faults in accordance with Section 2 - Reporting a faultin the Wideband Provisioning completion document.

Upon successful submission of a fault ticket the Company will assign a specific priority which is done so atthe Company’s discretion and
can be subject to change based on new information received.

Severity Level Fault Description
Priority 1 (Total Forincidents where the issue has existed for five minutes or more before incident logging and is limited
Outage) to the following: -

¢ Totalloss of an Ethernet Service (which is defined as no transmission of signals in one or
both directions); or

¢ Availablethroughput<10%orpredicted Service Bandwidth; orLatencyis
>100ms; or

o Packet loss is greater than5%

Priority 2 Intermittentconnectivity ofasinglesitethathashighdegree ofEthernetimpact— wherethe

(Severe Intermittence) intermittence canbedemonstratedrepeatedlywithinanhourinterval

Priority 3 Intermittent connectivity of a single site that has low Ethernetimpact—where the intermittence cannot
(Degradation) be demonstrated repeatedly within an hour interval

Priority 4 (Query) Bandwidth throughput or other material quality of Ethernet service issues Enduserapplication

performanceissuesacrossaparticular Ethernetservice

9. Resolution Target Time

The severity level of the fault will have an impact on the resolution target time in hours as defined below. Where the fault is caused by a
fibre break the target repair time is 18 hours.

Severity Hours for Hours for
Level Fibre Copper
Priority 1 4 5
Priority 2 12 12
Priority 3 24 24
Priority 4 48 48

TELECOMS . HOSTED VOICE ° BROADBAND
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10. Target Time

Timeismeasuredintermsofclockedhoursas defined
below

Starttime —Pen Telecom acknowledgement of

the faultticket: acknowledgementdefined asadirect response from
a support engineer; automated emails are not considered
acknowledgement.

Stop time — Service is restored.
Parkedtime—Parkedtimewillbedeductedfromthe

total clocked hours.

Clockedtime is related strictly to the period of hours whereby Pen

Telecomare wholly responsible. Parkedtimeiswhere

progressionisoutsideofthe controlofPen Telecomand

includeswhere.

° Requiredinformationismissingfrom the ticket
submission withoutwhich the

service cannotbeinvestigated properly and
subsequently repaired

° Pen Telecom are waiting for an action tobecompleted
bytheCustomerorDealer

° Pen Telecomarewaitingfora response from
the customer or dealer

° Sitevisitis confirmed outside ofthe resolution
window atthe customer’s or dealer’s request

° Unabletoaccesssiteatanagreedtimefora visit
appointment

° Incident is marked as rectified

° Ifsitedoesnothave 24-houraccessfora visit,then

parkedtimecommenceswhen avisit appointment
is agreed with the end user and ends when the visit
appointment commences

° Dispatchingandshippingreplacement
managed router

TELECOMS .

11. Service Credits

Servicecreditswillonly be offered onincidentswhich are
categorised by Pen Telecomas Priority 1. Creditswillbeprovided
inlinewiththetablebelow.

Hours past Service credit as a

resolution target percentage of one months’

time rental applicable to the
affected circuit

Up to2 hours 6%

2 -3hours 12%

3-4hours 18%

4-6hours 24%

Morethan6hours 30%

HOSTED VOICE °

12. What is not covered

The resolution target time and service credits stated in this
document shall notbe applicable in the following circumstances.

° CustomerorDealerrequestsatestonthe Ethernet
services and no failure is detected or reported.

° ThefaultisduetotheCustomer’'sown network
orequipment.

° Thefaultisduetoamanagedrouterfailure at the
customersite.

° Thecustomerisinbreachofany partof the

agreementthat affects the Pen Telecomability to
comply with this service level agreement

° Failure is due to Force Majeure

° Failure is due to planned or emergency services
interruption

° Failure is due to incorrect information being submitted
on the customer order

° Thefaultisnotreportedinthecorrectmanner required by
Pen Telecomandorincorrect informationis providedinthe
faultticket.
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Wholesale Line Rental Service Schedule

1. Definitions

1.1. Allterms defined inthe MSA (defined below) shall have
the same meaning in this Service Schedule except
where the context may require otherwise.

‘DDI" — shall mean Direct Dial Inward Number.
‘PSTN’—shallmean public switched telephone network.

‘ISDN2’-shallmeanIntegrated Services digital network
andstartsfrom2channels(lines).

‘ISDN30’-shallmean Integrated Services digital network and
provide 8—30independent channels (lines).

‘MSA’-shallrefertoPen Telecom’sMaster Service Agreement
Terms and Conditions as atthe date hereof as published on
the Portal.

‘Readyforuse’—shallmeanthe daythe Order Complete email
is sent to the customer from Pen Telecom.

‘Pen Telecom’—shallmean Pen Telecom registeredinEngland
andWaleswithcompany number 7068598.

2. Service Description

2.1. ServicessoldunderWholesalelinerental include but
arenotlimitedto, PSTN, ISDN2, ISDN30 and any
relevant call features applicable to them.

3. Service Commencement

3.1. TheEngineermayreuseanexistingsocket andline
routingtofulfilyour order;ifthis occursyour
appointmentwillbecancelled, andnoengineerwill
attendsite.Ifyouwant toforceanengineertoattend
site,thenyou are required to tick the box on the
order form(upto2hoursofTimeRelatedCharges may
apply in additiontothe activation fee):

TELECOMS .
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6.1.

6.3.

6.4.

HOSTED VOICE

Unless due to an Engineer error, missed
installationappointmentsincuramissed
appointment charge calculated in accordance with
Pen Telecom’s Price List and Tariffs.

Pen Telecom estimates the following leadtimesfor
theWholesaleLine Rental Services:

PSTN - 20 BusinessDays

ISDN2 — 20 BusinessDays

ISDN30 - 30 BusinessDays

WLR Featurgs - please discuss with Pen Telecom
representative

Service Commencement Date

Forany Wholesale Line Rental service shall be as
follows

the date that the Wholesale Line Rental Services
are ready for use.

Initial Term
Initial term for any Wholesale Line Rental services
will be a minimum of 18 months fromthe Service

CommencementDate unless stated otherwise onthe
Service Order Form.

Service Use

Each ISDN2 supports 2 channels on one physical
line.

Each ISDN30 supports up to 30 channels buta
minimum of 8 are required.

The CLI display feature will present the caller numbers if
the Calling Line Identity is not withheld.

DDInumbersare only available forISDN30 and
multiple ISDN2s.
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6.5.

6.6.

6.7.

6.8.

7.1.

(a)

DDI Planningincurs a onetime charge —the chargeis
availableintheWholesale Line Rental Price List.

DDlisnotavailable atallexchanges.

DirectDiallingIn(DDI)allowsend-customers tocontrol
theirownnumberingandreceipt ofcalls.Agroupof
Digitalchannelscanhave upto5DDInumberranges
allocatedonthe sameinstallation.EachDDInumber
range would provideacontinuoussequenceofa
minimum 10 DDI numbers.

DigitstoSwitchallowsendCustomersto
programme CPE with partorall oftheir Directory
number,soincomingcallscan beroutedtothe
correctpieceofterminal equipment. The defaultis 6
digits, and the maximum is 11.

Obligations

The Customer must:

provide the correct installation address on the
Service OrderFormandacceptsthat failuretodoso
willgiverisetochargesin accordance with Pen
Telecom’s Price List and Tariffs; and

The Customer is responsible for ensuring that they
are ordering the correct product that meets their
requirements.

TELECOMS .

8.1.

(@)

HOSTED VOICE

Terminating Services

Allterminationsmustbeinaccordancewith clause13.3
oftheMSAandthenoticeperiod will be as follows for
eachservicetype.

Wholesale Line Rental - thirty (30) days.

Service Level Agreement
Service Maintenance levelswilldependonthe
maintenance levelthatisassignedtotheLine

Service Level 2

(i). Faultscleared by end of nextworking day,
Monday to Saturday, excluding Public and
BankHolidays.

Service Level 3

(i). Faults cleared the sameworking day ifreported
before 1pm,Mondayto Sunday,including
PublicandBank Holidays.

Service Level4
(i). Faults fixed within 6 hours, 24/7.
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Broadband Service Schedule

1. Definitions

1.1. Allterms defined inthe MSA (defined below) shall have
the same meaning inthis Service Schedule except
where the context may require otherwise.

‘ADSL’-shallmeanAsymmetricdigitalsubscriberline. ‘FTTC’ —
shall mean Fibre to the cabinet.
‘FTTP’ — shall mean Fibre to the Premises.

‘CustomerRequiredbyDate’or'CRD’-shallmean the date the
Customer specified onthe Service Order Form.

‘Landline’-shallmean Openreach originated PSTN Service.

‘MSA’-shallrefertoPen Telecom’sMaster Service Agreement
Terms and Conditions as atthe date hereof as published on
the Portal.

‘Order Acknowledgement’—shallmeanthe date that Pen Telecom
receives a complete valid order from the customer.

‘Wires only’—shallmean thatno termination equipment
will be provided to the customer.

‘Ready for use’—shall mean the day the handover documentis
sentfromPen Telecomorthe day the service isinstalled.

‘Pen Telecom’—shall mean Pen Telecom registeredinEngland
andWaleswithcompany number 7068598.

2. Services Description

‘ADSL’ — shall mean the name under which the Customer
receivestheirinternetserviceinthe United Kingdom that is
delivered over a BT compatible telephoneline using
traditional copperwiring.

‘Maintenance Options’

‘FTTC’—shallbe the name underwhich the Customer receives
theirinternetservice wherebyitisdelivered using afibre optic
connection. The connection shall

be Fibre fromthe telephone exchange tothe nearest cabinetand
acoppercableconnectionfromthe cabinet to yourhome.

TELECOMS .

HOSTED VOICE °

‘FTTP’ — shall be the name under which the Customer
receivestheirinternetservice whereby itisdeliveredusinga
fibreopticconnection. The connection shall be Fibre from
the telephone exchange to the nearest cabinet and a
Fibre connectionfromthe cabinettoyourhome.

3. Service Commencement date

‘ADSL’-shallbethedatethattheserviceisready for use.
‘FTTC’-shallbethedatethattheserviceisready for use.
‘FTTP’-shallbethedatethattheserviceisready for use.

Pen Telecom estimates the following lead times for the
Broadband Services:

(a) ADSL - 10 Business Days

(b) FTTC-14BusinessDays

(c) FTTP - Depends on availability
4, Initial Term

4.1. 18 months unless stated otherwise on the Service
Order Form.

5. Service Provision

5.1 The estimated lead time for ADSL installed onan
existinglineis5to7workingdays. Leadtimesfor
simultaneousprovidesare subjectto BT surveyand
canexceed 10 working days and therefore
Customer RequiredbyDatecannotbeguaranteed.

5.2. Openreachmayreuseanexistingsocket andline
routingtofulfilyourorder;ifthis occursyour
appointmentwillbecancelled andnoengineerwill
attendsite,therefore by selecting “Forced
Provision” you are accepting Time related
charges for an Engineer Visitcalculated in
accordance with Pen Telecom Price Listand Tariff.
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6.2.

Service Use / The service

Inorderto use the service, the customer must
ensure

they have anoperationallandline service at the
location

the landline service atthe location has a fixed site
address

that security systems are installed on the line
and notify Pen Telecom accordingly.

AnyBroadbandserviceprovidedbyPen Telecom
willrequireinstallationby the Customer ofthe
broadband equipment (required to make the service
work) as the serviceprovidedbyPen Telecomis
wires only.

Line speeds are subject to variation based onbutnot
limitedtothefollowingfactors

Quality of any wiring in your property that the
services are connected to

Processing capability of the equipmentthat is using
the service

Methodofconnectionfromtherouterto your
equipmentaccessingtheservice

Time of day

Current processes or programmes running on your
equipment

The website beingaccessed

All speeds quoted should be treated as maximum
possible speeds and actual speeds may be less.

SomeservicessuchasISDN,BTHighway, PBX lines,
RedCare, Multiline, Pulse Metering Facilities or a
Coinbox operate cannot be providedonthe samelineas
anADSL Service.

TELECOMS .

6.6.

6.7.

6.8.

7.1.

(@)

7.2.

The VolP ADSL services include the QoS tagging
ofallvoice calls across the VoIP core ADSL network.
Data ADSL circuitsdonot havethisQoStagging
appliedandshould customerschoosetorunSIPtrunk
services over these connections, Pen Telecom
cannotguaranteesustainedvoicequality.

Thecustomeracceptsthattheremaybea temporary
loss of telephone service during the provisioning
and installation of the broadband service.

For secure voice services the customer ACL (access
control list) must be entered via portal
(http://www.pen-telecom.co.uk) before circuits can be
activated.

Maintenance Classes

Broadband Maintenance Class 5

ThedefaultservicelevelforADSLandFTTC services.
Reporting offaultswill operate

24 hours a day, seven days a week. The Company
willacknowledge the receipt of the faultwhenaticketis
raised byacustomer and subsequently BT will
endeavourto

clear the fault within 40 clock hours of
acknowledgement, excluding parkedtime. Ifasitevisit
isrequired,thiswillbedonein Normal working

hours.

Broadband Maintenance Class 4

(a) Customers may order Maintenance class 4 fortheir

HOSTED VOICE

ADSL or FTTC service. Reporting of faults will
operate24hoursaday,seven

daysaweek. The Company willacknowledge the
receipt of the fault when a ticket is raisedbya
customerandsubsequentlyBT willendeavourtoclear
thefaultwithin 20 clock hours of acknowledgement,
excluding parkedtime. Ifasitevisitisrequired, this will
be done in Normal working hours.
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8. Terminating Services

8.1. Allterminationsmustbeinaccordancewith clause13.3
oftheMSAandthenoticeperiod will be as follows for
eachservicetype.

(a) FTTC-thirty (30) days
(b) ADSL - thirty (30) days

8.2. If notice is served under clause 8.1 the Customer
shallpayPen Telecoma terminationcharge of
£35.00(thirtyfe pounds)immediately. Orsuchhigher
charge asmaybesetoutonPen Telecom’s Price
Lists and Tariffs.

9. Charges

9.1. Abortive Visits willbe charged at the rate specified
in Pen Telecom’s Price Listsand Tarifftothe
Customerifavisit is aborted due to any
omission of the Customer including but not limited
to the following circumstances

(a) Anincorrect address has been provided by the
Customer

(b) AnEngineer arrives at the Customer site but is unable
to gainaccess

() AnEngineer arrives at the Customer site but is refused
access

(d) An Engineer arrives on site and finds that the
locationand/orenvironmentisnot suitable for
installation

() An amendment request for a visit is advised by the
customerlessthan48hourspriorto the agreed visit
time

TELECOMS . HOSTED VOICE ° BROADBAND
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Pen Telecom Hosted Voice Service Schedule - V1.2C

This Annex mustbe read in conjunction withthe Master Services
Agreement

Pen Telecom is required by Ofcom to communicatethe
followingadvisory statementsto alltelecommunications
service customers:

(a) Ifthebroadband ConnectionthataPen Telecom
service depends onfails, the voice service will also
fail.

(b) If there is a power cut or failure in the connected

telephonesystem,anyassociated broadband
connectionandvoice service may also fail

() Broadband connection and power supply failures
are caused by reasons outside the control of Pen
Telecom

IfthebroadbandconnectionthataPen Telecom service
depends on fails for any reason, theservicecannotbeused
tomakecallstothe emergency servicesnumbers 999 and
112.

1. Definitions

1.1. Allterms defined in the MSA (defined below) shall have
the same meaning in this Service Schedule except
where the context may require otherwise

‘DDI'or ‘DID’-shallmeanaDirect Inward Dial number.
‘CLI" = shall mean Caller Line Identity.

‘FlexibleCLIpresentation’shallmeantheabilityto presenta
numberthatisnotcurrentlyhostedonthe Pen Telecom network.

‘Mobile App’shall mean the soft phone application provided
by Pen Telecom for use of the Hosted Voice solution’.

‘MSA’shallrefertoPen Telecom’sMaster Service Agreement
Terms and Conditions as atthe date hereof as published on
the Portal.

‘Hosted Voice solution’ shall mean the brand under
which Pen Telecom sells its Hosted Communication
Platform.

‘VolP’ — shall mean Voice over Internet Protocol.

TELECOMS .
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‘Hosted Voice VolP features shall mean the list of features
supported by the Hosted Voice solution.

‘QoS’ shall mean Quality of Service.

‘Pen Telecom’ shall mean Pen Telecom registered in England
and Wales with company number 7068598.

2. Services Description

2.1 Services provided underthe “Hosted Voice solution”
headingincludethefollowing

2.2. LicenceFee-Theperseatcostwhereby each
seat will be defined as a user or extension on
Hosted Voice.

2.3. FaxtoEmail-theservicewherebyafax issent
fromafaxmachinetoaspecified
number, the received fax willthen be sentas a PDF to
the customers’ email address

2.4. Number Porting — the service which enables customers
to change their service provider whilst keeping their
existing telephone number. Customers understand
that there may be restrictions to this service outside of
Pen Telecom’s control.

2.5. International Numbers—shallmeanany
International telephonenumber

2.6. CallRecording —shall be an optional feature thatcanbe
enabledbythe customerupon requestand willbe
chargeable —charges will beavailablefromPen
Telecomupon request

2.7. Handsets — shall be the phones provided by Pen
Telecom to the customer for the use of the Hosted
Voice Solution.

2.8. Hosted Voice solutionfeatures-shallbe any
additional features added ontop of the Hosted Voice
solution

2.9. Call Termination - the service which allows the

customertomake VolP callswhichwill be chargeable
as per the relevant call tariff.
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3.1.

3.2.
4.1.

5.1.

5.2.

Service Commencement date

For any Hosted Voice solution provided and installed
through Pen Telecom shall be the datethe services
areinstalled by

Pen Telecom.

ForanyHosted Voicesolutionprovidedby Pen
Telecomandinstalledbyathird party shallbe within5
working days afterthe handsetsare shipped by Pen
Telecom.

Initial Term

Initial term forany Hosted Voice solution will be
12 months from the Service Commencement
Date unless stated otherwise onthe Service
OrderForm.

Service Provision

Customers have a choice on how they would liketheir
Hosted Voice solutionconfigured however the
customer is responsible for completingthetechnical
aspectform;the Hosted Voice solution will be
configured according to the submitted technical aspect
form and any deviation from this form required to
be completed by Pen Telecom will be subjecttoa
reconfiguration fee in the sum set out on Pen
Telecom’s Price Lists and Tariffs.

Any Handsets will not be ordered for delivery
untilasignedvalidserviceorder form and a
technical aspect form have beenreceived and
approved by Pen Telecom.

Installation

When the Hosted Voice solution is supplied and
installed by Pen Telecom, on the dayoftheinstallation
thecustomermust

Ensurethatthe representative administrator for the
customer is present to attend a training sessionthat
willtake placeatthe end of theinstallation

Ensurethatthesiteispreparedforthe
installation

TELECOMS .

6.2.

6.3.

6.4.

7.2.

HOSTED VOICE

If a representative administrator is not availableto
attendthetrainingontheday of the install, then Pen
Telecom shall chargethecustomer£350tore-
schedule anothertrainingsessioninadditiontoany
travel expensesincurred.

Should the site not be prepared for install Pen
Telecom shall charge the customer £350 plus
any travel expenses incurred on thatday.

WhentheHosted Voice solutionissupplied byPen
Telecombutinstalledbya3rd Partythe customermust
ensurethatthe 3rdpartyisanauthorisedChannel
Partner of Pen Telecom.

Service Use

Forthe avoidance of doubt, the Customer
acknowledges that:

they have accesstothe internet unlessthis is provided
by Pen Telecom through Services, Products, or
Equipment.

ifaccesstotheinternetisnotprovided by Pen
Telecom, thenthe available bandwidth mustbe
sufficienttorun

the concurrent calls and any additional Hosted
Voice solution features for the services provided
and that the customer acknowledges that failure to
ensure this can result in a poorservice.

ifaccesstotheinternetisnotprovidedby Pen Telecom,
then the line over which the servicerunsmusthave
QoSenabled.

They are responsible for all costs and expenses
relating to reprogramming of any routing /firewall
devicethatis necessary for accessto the Services and
is not provided by Pen Telecom.

Intheeventofalocalcircuitfailure customers will be able
to apply a call divert to the affectedsolutionviathe
Hosted Voicesolution portal, instantlyrerouting all
inbound callsto any other active phone numbers.
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7.3.
7.4.

7.5.

7.6.

7.7.

7.8.

7.9.

If the customer amends or creates any passwords
throughout the system, they are requiredtoensurethe
passwordsaresecure; asecure passwordis definedas
beingatleast 8charactersinlengthand consisting of
alpha numeric characters,symbolsandcontaining at
least one capital letter.

Anyequipment,notincludingGoodssold tothe
customer, providedbyPen Telecom for the use of
the service shall remain the property of Pen
Telecom and upon cancellation must be returned to
Pen Telecom.

Prior to being able to use flexible CLI presentation
thecustomeracknowledges thattheymustensure
thattheydownload and submit a signed
authorisation form whichwillbeavailableonthe
Hosted VoiceVolP solutionportal. Failuretodosowill
resultin this feature being suspended and a potential
fine addedtothe customer’s account.

Hosted Voice solution Features are subject to
change and Pen Telecom may requiretheabilityto
carryoutupdateson the software for the features.

If Equipment provided by Pen Telecom isascertainedto
befaultybythePen Telecomtechnicalteam, thena
replacement pieceofequipmentwillbeshippedout
next day delivery if the fault is confirmed by 2pm.
Shouldthefaultbereportedafter2pmthen the
equipmentwill be sentthe following day.

Pen Telecomwillarrangetocollect the faulty
equipment-itisthe responsibility ofthecustomerto
ensuresaidequipment

ispackaged effectively soastoavoidanyin transit
damage.

If the equipment is not packaged sufficientlyfor
transitandtheequipment is subsequently damaged
intransit, the full

costoftheequipmentwillbe chargedtothe customer’s
accountandpayableimmediately by the Customer.
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7.10.

7.11.

8.2.

(d)

HOSTED VOICE

Ifoncethe equipmentisreturnedto Pen Telecomitis
discoveredthroughinvestigation that the equipment did
in fact fail due to customerdamage ornegligence, then
the full costoftheequipmentwillbechargedtothe
customer account along with the shipping charges
incurred to replace the equipment suchcoststobe
paidimmediately.

Thequalityofservicereceivedwhilstusingthe Mobileapp
willbedependentontheinternet accessand speedthe
Userhasatthetime and theCustomerunderstandsthat
nothaving sufficientbandwidthwillresultin poorservice.

Obligations

The customer will take all reasonable steps toensure
thattheirsystemsaresecure, including butnot
limited toensuring;

its networks are adequately protected frombeing
accessed by unauthorised third parties, whetherby
theinstallationofan appropriate firewall or
otherwise.

anyhardwareinstalledbyoronbehalfofthe customeris
installedinsuchamannerthat itwassecurefrom
accessbyunauthorised third parties.

It is the responsibility of the customer to ensurethat
alladdressdetailsareuptodate foreachDDlasthisis
theinformationused by the Emergency services.
The address details can be updated fromthe portal.

TheCompanywillallowthe“TradelIn” of pre-
owned handsets by the customer subject to the
following

Thehandsetswillneedtobeinspectedand the
subsequently the trade inapproved by Pen Telecom.

Should the handsets not meet Trade In criteria the
Customer will cover the costs to returnthe handsets
tothe Customer.

The Customer will cover any shipping costs to send the
Handsets to Pen Telecom for Pre-approval.
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9.1.

@)

Itis the responsibility of the Customer toensure
thatintransithandsetsare

insured and Pen Telecom accepts no responsibility
foranylnTransitdamage.

UponApprovalofthe sentinHandsets, the received
Handsets will either be reconfigured forthe Customerat
aperhandsetcharge

or alternatively Pen Telecom will ship refurbished
configured unitsto the Customer foruse withthe
Hosted Voice solution.

If Refurbished units are sent to the Customerin
place of the units the Customer sentin,saidhandsets
willremainproperty of Pen TelecomLtd.

The Customer must nominate a representative
administrator who will be the technical point of contact
forthe system and will attend training.

Terminating Services

Allterminationsmustbeinaccordancewith clause13.3
oftheMSAandthenoticeperiod will be as follows for
eachservicetype.

Hosted Voice solution thirty (30) days in writing.

May 2021
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10.

10.1.

HOSTED VOICE

Call Recording

Acallrecordingserviceisprovidedaspart ofHosted
Voicesolutionandbyusingthis servicethecustomer
undertakesthatitis abiding by the followinglegislation
linkedto callrecordinginthe United Kingdom.

Regulation of Investigatory Powers Act 2000 (“‘RIPA”)
[13]

Telecommunications (Lawful Business Practice)
(Interception of Communications) Regulations2000
(‘LBPRegulations”) [14]

Data Protection Act1998

Telecommunications (DataProtectionand Privacy)
Regulations1999[15]

Human Rights Act1998

The customer acknowledges that the call
recording service is not PCI compliant.
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