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This document includes updates in compliance with:

- Telecommunications Act 1997 (Cth)

- Telecommunications Consumer Protections Code C628 (latest version)
- Online Safety Act 2021 (Cth)

- Australian Consumer Law (Competition and Consumer Act 2010 (Cth))

Includes revisions to liability, privacy, SLA structure, indemnity scope, pricing notification, Al-based
monitoring disclosures, and security obligations.

Document last revised: 14 April 2026

Standard Form of Agreement (SFOA)

Under Section 479, Telecommunications Act 1997 (Cth)
Executive Summary

This Standard Form of Agreement (SFOA) sets out the terms and conditions under which we provide
telecommunications, internet, and IT support services to business customers in Australia. It complies with
the Telecommunications Act 1997 (Cth) and the Telecommunications Consumer Protections Code
(€C628:2019, Variation No. 1/2022). The agreement ensures transparent pricing, clear customer rights, and
reliable service standards governed by federal and state/territory laws.
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Full Terms and Conditions

1. Definitions & Interpretation

1.1 In this Agreement, unless the context otherwise requires:

"We", "us", or "our" refers to Technine MSP Pty Ltd, ABN 46 647 747 733, a registered Carriage Service Provider.
"You" or "Customer” means the individual or business entity receiving our Services.

"Agreement" refers to this Standard Form of Agreement and any additional contracts or product/service terms
agreed with the Customer.

"Business Day" means a day that is not a weekend or public holiday in New South Wales.

"Services" means the telecommunications, internet access, managed IT support, cloud, voice, or other
technological services supplied by us to you.

1.2 Interpretation:

o  Words in the singular include the plural and vice versa.
o Headings are for convenience only and do not affect interpretation.
o References to any legislation include amendments or re-enactments.

2. Application of this SFOA
2.1 This Standard Form of Agreement (SFOA) applies to all Customers to whom we supply telecommunications, internet,
and/or IT support services, unless a separately negotiated written agreement is in place.

2.2 This SFOA is made under section 479 of the Telecommunications Act 1997 (Cth). It becomes legally binding upon:
(a) Your acceptance of a quote, order, or proposal from us.
(b) Your use of any of our Services.
(c) Your agreement to any terms during account or service setup (e.g., via web form, email, or in writing).
2.3 This SFOA may be supplemented by:
(a) Product-specific terms.
(b) Customer-specific contract terms or work orders.
(c) Policies referenced within this Agreement (e.g., Acceptable Use Policy).

2.4 If there is any conflict between documents, the order of precedence will be as set out in Clause 4 (Order of
Precedence).

3. Access to this SFOA

3.1 We will make a current version of this SFOA available to you at any time upon request.
3.2 The SFOA is published and accessible:

(a) On our website at www.technine.com.au/sfoa

(b) In PDF or printed form, if requested by email or in writing.

(c) Through our customer support team, who can provide guidance or clarification.

3.3 We will also provide a summary or Critical Information Summary (CIS) where required under the
Telecommunications Consumer Protections Code (TCP Code C628:2019).

3.4 In accordance with the Telecommunications Act 1997 (Cth), we must keep this SFOA up to date. A copy of the most
current version will always be available on our website or through customer service.
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4. Order of Precedence

4.1 If there is any inconsistency between documents forming part of your agreement with us, the following order of
precedence applies (from highest to lowest priority):

(a) Any Special Conditions or Customer-Specific Agreement (where expressly agreed in writing);
(b) Our Product or Service Terms.

(c) This Standard Form of Agreement (SFOA).

(d) Our Acceptable Use Policy, Privacy Policy, or other published operational policies.

(e) Any applicable Critical Information Summary (CIS).

4.2 To the extent possible, provisions will be read together and interpreted consistently. Conflicting terms will be
resolved using the priority order above.

4.3 Any consumer guarantees or rights under the Australian Consumer Law, Telecommunications Act, or TCP Code
prevail over our contractual terms, to the extent they cannot be excluded.

5. Product & Service Terms

5.1 In addition to this Standard Form of Agreement (SFOA), certain products and services we offer may be subject to
specific terms and conditions. These are known as Product or Service Terms.

5.2 Product or Service Terms may include:
(a) Functional specifications;
(b) Service limitations or exclusions;
(c) Special pricing or billing arrangements;
(d) Minimum service levels or performance commitments;
(e) Service-specific cancellation or transfer conditions.

5.3 Current Product or Service Terms are available:
(a) On our website at www.technine.com.au/product-terms;
(b) Included in service proposals, quotes, or order forms;
(c) Provided in writing when onboarding new services.

5.4 In the event of inconsistency between Product Terms and this SFOA, the order of precedence will apply as outlined in
Clause 4.

5.5 By ordering or using a product or service, you agree to be bound by its applicable Product or Service Terms.

6. Code Compliance — TCP Code

6.1 We comply with the Telecommunications Consumer Protections Code (C628:2019, Variation 1/2022), issued by the
Communications Alliance and registered by the Australian Communications and Media Authority (ACMA).

6.2 This Code sets out enforceable standards relating to:
(a) Fair and clear contract terms;
(b) Transparency of pricing and billing;
(c) Provision of Critical Information Summaries (CIS);

(d) Complaint handling and resolution;
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(e) Financial hardship support;
(f) Customer authorization and identity verification;
(g) Usage notifications and spend management.

6.3 We are committed to ensuring that:

All marketing and sales are conducted transparently;

Bills are accurate and easy to understand;

Customers can easily access support or lodge complaints;

Any complaints are managed in accordance with the TCP Code and ACMA guidelines.

O O O O

6.4 Further details can be found at:
https://www.acma.gov.au/telecommunications-consumer-protections-tcp-code

6.5 Where the Code is updated or replaced, we will continue to comply with the most current version.

7. Compliance with State, Territory and Emergency Services Legislation

7.1 In addition to our obligations under Commonwealth telecommunications legislation, including the
Telecommunications Act 1997 (Cth), we comply with all relevant laws and regulations in each Australian state and
territory in which we operate.

7.2 This includes (but is not limited to):
(a) NSW Government Telecommunications Act 2018

Where applicable, we align with the standards of the NSW Telco Authority in relation to public telecommunications
infrastructure, emergency service capability, and disaster response planning.

(b) Privacy and Personal Information Protection Acts in states/territories such as:

NSW: Privacy and Personal Information Protection Act 1998
VIC: Privacy and Data Protection Act 2014

QLD: Information Privacy Act 2009

ACT, SA, WA, NT, TAS: As applicable under local privacy laws

o O O O

(c) Surveillance Devices Acts and Workplace Surveillance Laws, which govern how and when monitoring or surveillance
may lawfully occur on customer premises or networks.

7.3 Emergency Services Access and Requirements
We ensure compliance with requirements for:

Enabling free and reliable access to Triple Zero (000) emergency services from eligible services;

o  Prompt cooperation with law enforcement or emergency agencies during declared emergencies or natural
disasters;

o  Network availability and priority restoration protocols in accordance with the Telecommunications (Emergency
Call Service) Determination and relevant ACMA standards.

7.4 Where there is any conflict between applicable state/territory laws and Commonwealth law, the higher standard or
the law that provides greater protection to the customer will apply, unless otherwise required by law.

7.5 We do not seek to limit or exclude your rights under any applicable Commonwealth, State, or Territory legislation.

8. Pricing, Billing & Payments
8.1 Pricing

(a) Pricing for our products and services is set out in:
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Our published price lists;

Customer-specific proposals or quotes;

Product or Service Terms;

Critical Information Summaries (where applicable).

O O O O

(b) All prices are in Australian Dollars (AUD) and exclusive of GST unless explicitly stated otherwise
8.2 Discounts and Promotions

(a) We may offer discounts, rebates or promotional pricing from time to time.

(b) Any such discounts:
o  Are offered at our sole discretion;
o  May be conditional upon timely payment, bundling, or minimum contract terms;
o  Will be confirmed in writing and will override conflicting price lists for the duration of the discount period;
o May be withdrawn if the customer breaches any agreement terms.

8.3 Price Changes

(a) We may vary our prices from time to time in accordance with this Agreement and any applicable legislation,
including the TCP Code.

(b) If prices increase, we will provide you with at least 21 days’ written notice.

() You may cancel the affected service without penalty within 14 days of receiving notice of a price increase, provided
you give us written notice and the increase is not due to:

o A government-imposed tax or charge;
o A change in wholesale supplier pricing beyond our reasonable control;
o Anincrease already disclosed in your Customer Contract.

8.4 Billing
(a) Invoices are issued monthly unless otherwise agreed in your Customer Contract.
(b) Your first bill may include part-period charges (pro-rata), installation or setup fees, or other one-off costs.
(c) Bills are sent electronically (email) unless otherwise agreed.
8.5 Payment Terms
(a) All invoices are payable within 7 days of issue unless specified on the invoice.
(b) We accept payment by:

o  Direct debit (bank or card);
EFT/bank transfer;
BPAY (if offered).

(c) You must ensure your payment method remains valid and up to date.
8.6 Direct Debit Authorization

(a) By providing your direct debit details, you authorize us to automatically deduct amounts owing on or after the due
date.

(b) We will give you at least 7 days’ notice of any change to the direct debit arrangement or billing frequency.

(c) You must ensure sufficient funds are available at the time of debit. Failed payments may incur fees from your
financial institution and may result in service suspension.
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8.7 Late or Failed Payments

(a) We reserve the right to charge interest on overdue amounts at the standard post-judgment interest rate applicable in
your state or territory.

(b) We may suspend or restrict your services if payment is not received after reasonable notice.
(c) You are liable for any legal or collection costs incurred due to non-payment.
8.8 GST
(a) All taxable supplies are subject to the A New Tax System (Goods and Services Tax) Act 1999 (Cth).
(b) We will issue tax invoices that comply with Australian Tax Office (ATO) requirements.
8.9 Billing Disputes
(a) You must raise any billing dispute in writing within 30 days of the invoice date.
(b) While we investigate, you must pay any undisputed portion of the invoice.
(c) Disputes will be handled in accordance with the TCP Code and our complaints handling process.
8.10 Prepaid Services
(a) No refunds are given for unused prepaid services unless required under Australian Consumer Law.
(b) Prepaid value may expire after a set period, as detailed in the Product or Service Terms.
8.11 Credit Balances
Any credit balance may be:

o Applied to future invoices;
o Refunded if your account is closed, and no outstanding fees remain.

9. Changes to the Contract / SFOA

9.1 We may vary the terms of this Standard Form of Agreement (SFOA), Product or Service Terms, or other parts of your
Customer Contract from time to time, including to:

(a) Comply with legal or regulatory changes;
(b) Reflect changes in technology, network, or systems;
(c) Update pricing, inclusions, or features;
(d) Improve clarity, accessibility, or fairness.
9.2 We will provide you with reasonable notice of any material change that is likely to:

o Increase your costs;
o  Reduce the inclusions or functionality of your service;
o  Limit your rights or increase your obligations.

9.3 Notice of changes will be given by:

o  Email, SMS or letter (where we have your current contact details);
o  Publication on our website; and/or
o Notices provided via billing or service portals.
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9.4 If a change is materially detrimental to you and:

o  You are on a month-to-month or no-fixed-term contract: you may cancel the service without penalty by notifying
us within 14 days of receiving notice;

o  You are within a minimum term: you may cancel affected services without early termination fees, provided you
notify us within 14 days and the change was not required by law or outside our control (e.g. supplier pricing
changes).

9.5 Non-material updates (e.g. administrative corrections, reformatting, or clarifications) may be made without prior
notice but will be published on our website.

9.6 We will comply with our obligations under the TCP Code Clause 4.4 and the Australian Consumer Law when making
changes.

9.7 If you continue using the service after the change takes effect, you will be taken to have accepted the updated terms.

10. Authority for Products / Services
10.1 You confirm that the person signing the Customer Contract, ordering services, or otherwise engaging with us has full
authority to:

(a) Enter into agreements on behalf of your organization;
(b) Request, modify, suspend, or terminate services;
(c) Receive and act on account information and communications.
10.2 You must notify us in writing if:
(a) The authorized representative changes;
(b) You wish to restrict certain users’ access or permissions.
10.3 We may (but are not obliged to) act on any instructions we reasonably believe to be authorized, including:

o Requests received from a business email domain;
o Instructions given via known contact persons;
o Communications from a company director, officer, or designated contact.

10.4 You are responsible for all actions or omissions of your authorized users, including any charges incurred as a result
of their instructions or access.

10.5 We may require proof of identity, authority, or written authorization before acting on any instruction, particularly
where:

o The request relates to transferring services, billing changes, or cancellation;
o There is a suspected security, fraud, or unauthorized access issue.

10.6 In the case of disputes between your personnel or business entities, we may suspend action on instructions until
valid authority or direction is confirmed.

10.7 If you are a reseller, systems integrator, or agent acting on behalf of another customer, you warrant that you have the
legal authority to act for that customer and that all instructions are made with their consent.

11. Support for Services
11.1 We provide technical support and customer service for all active services during the hours and through the channels
listed below.

11.2 Support Hours

(a) Standard support is available:
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o Monday to Friday, 8:00am to 5:00pm (AEST), excluding public holidays.

(b) Emergency or after-hours support may be available for business-critical services or faults affecting multiple users,
subject to additional charges unless otherwise agreed in your SLA.

11.3 Support Channels

You may contact us via:

o  Email: support@technine.com.au

o Phone: 02 4326 0655

o  Customer portal or helpdesk (if provided)

o  SMS for critical incident alerts (if registered)
11.4 Scope of Support

We provide support for:
(a) Faults or service interruptions related to our network or systems;
(b) Setup and configuration of services as per your Customer Contract;
(c) Assistance with service features or usage;
(d) Liaison with upstream carriers or vendors where relevant.
11.5 Out-of-Scope Support
Support does not include:
(a) Issues with third-party hardware or software not supplied by us;
(b) Customer-side configuration or on-site troubleshooting (unless included in a support plan);
(¢) Training, development, or consulting services beyond basic usage assistance;
(d) Rectification of faults caused by unauthorized changes or misuse of the service.
11.6 Response Times

(a) Response times, specific targets and escalation commitments are outlined in a Service Level Agreement (SLA) where
applicable.

11.7 Remote Support Tools

(a) We may use secure remote access tools to assist with support.

(b) You must authorize and enable access before remote support can be provided.
11.8 Customer Responsibilities

(a) You agree to provide reasonable cooperation, access, and information to allow us to investigate and resolve support
issues.

(b) You must maintain up-to-date backup systems and security software on all devices you manage.

11.9 Additional support plans (e.g. 24/7 monitoring, onsite support, or managed IT services) may be offered under
separate agreements.
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12. Acceptable Use Policy (AUP)

12.1 This Acceptable Use Policy applies to all services we provide, including internet, telecommunications, cloud, and IT
support services.

12.2 You must use our services:
(a) In accordance with all applicable Australian laws and regulations, including the:

Telecommunications Act 1997 (Cth)

Spam Act 2003 (Cth)

Criminal Code Act 1995 (Cth)

Enhancing Online Safety Act 2015 (Cth)

State and territory laws relating to online conduct, surveillance, and privacy;

O O O O O

(b) In a manner that does not disrupt or degrade our network or the experience of other users;
(c) For lawful purposes only.
12.3 You must not use our services to:
(a) Transmit, access, or host content that is illegal, abusive, defamatory, or offensive;
(b) Harass, threaten, defame, bully, or stalk individuals or organizations;
(c) Send or facilitate spam, malware, phishing, or denial-of-service (DoS) attacks;
(d) Interfere with or gain unauthorized access to any network, system, or data;
(e) Infringe on intellectual property rights or privacy rights of others;
(f) Circumvent network security or usage limits imposed under your plan.
12.4 Email and Messaging Standards

(a) Bulk messaging, marketing, or mailing lists must comply with the Spam Act 2003 (Cth), including unsubscribe
mechanisms and consent requirements.

(b) You are responsible for the conduct of any third-party email tools or CRM platforms you connect through our
services.

12.5 Fair Use
(a) Some services are subject to Fair Use limits to prevent degradation of performance for other users.
(b) If your usage is excessive, abnormal, or inconsistent with typical business use, we may:

o Request that you reduce usage;
o  Apply additional charges;
o Restrict or suspend service after fair notice.

12.6 Illegal Content and Activity
(a) We may block, remove, or restrict access to content or systems involved in illegal activity.

(b) We comply with lawful requests or notices issued under Australian legislation, including those from law
enforcement or ACMA.

12.7 Monitoring and Enforcement

(a) We reserve the right to monitor usage patterns to ensure compliance with this AUP.
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(b) Breach of this AUP may result in:

A warning;
Immediate service suspension;
Referral to authorities;

O O O O

Termination of your contract in accordance with Section 17.
12.8 Reporting Breaches

Suspected misuse or violations may be reported to our support team at: support@technine.com.au
12.9 Updates to the AUP

This AUP may be updated periodically. Continued use of services after changes take effect will constitute acceptance of
the updated terms.

13. SPAM

13.1 You must not use our services to send, allow, or assist in the transmission of unsolicited commercial electronic
messages ("spam"), including via:

Email;

SMS;

VolIP or messaging apps;

Any bulk or automated messaging tools.

o O O O

13.2 You must comply with the Spam Act 2003 (Cth), which requires:
(a) Prior consent from recipients (express or inferred);
(b) Accurate sender identification;
(c) Functional and clearly presented unsubscribe facilities.
13.3 This applies to:
- Direct email campaigns;
- CRM, newsletter, or marketing automation systems;
- Third-party applications or platforms sending via your service;
- Reseller or hosted accounts using our infrastructure.
13.4 You must not:
(a) Purchase or use harvested email or contact lists;
(b) Forge headers, domains, or source information;
(c) Open proxy servers or relays without secured authentication.
13.5 If you use our service to send permitted commercial messages:
(a) You must maintain evidence of opt-in consent for all recipients;
(b) You are solely responsible for the content, security, and delivery practices of such messages;
(c) We may request a copy of your email practices, templates, and unsubscribe process if a complaint is received.

13.6 Enforcement
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(a) Breach of this clause may result in:

Immediate suspension or throttling of affected services;

Permanent termination for serious or repeated violations;

Referral to the Australian Communications and Media Authority (ACMA);
Legal action under the Spam Act.

O O O O

13.7 Reporting Abuse

If you believe spam is being sent via our network, please report it to: support@technine.com.au with full headers and
message body.

13.8 We reserve the right to monitor and investigate any outbound messaging behaviour we suspect to be in breach of
this clause or our Acceptable Use Policy.

13.9 We may update this policy from time to time in response to regulatory changes or industry best practice.

14. Your Obligations
14.1 You must comply with:

(a) All applicable laws and regulations of Australia, including those of your own state or territory;
(b) The terms of your Customer Contract, this SFOA, and any Acceptable Use or Fair Use Policies;
(c) Reasonable instructions from us to ensure the safe and lawful operation of your services.
14.2 You are responsible for:
(a) Maintaining accurate account information, including billing and contact details;
(b) Keeping passwords, access credentials, and account information secure;
(c) Ensuring only authorized users access your services;
(d) Ensuring devices and systems you connect to our services comply with industry security standards;
(e) Backing up your data and systems, unless otherwise agreed under a managed service agreement;
(f) Promptly reporting service issues, faults, or suspicious activity to our support team.
14.3 You must not:
(a) Use the service in any way that breaches our Acceptable Use Policy;
(b) Attempt to interfere with or disrupt our network or infrastructure;
(c¢) Circumvent usage controls or security features;
(d) Resell or share services outside your business unless agreed in writing;
(e) Use the services in a way that could cause reputational harm to us or any third party.
14.4 Business Use Only

Our services are intended for business use only. Use in residential or consumer settings may breach terms and affect
performance, unless expressly authorized.

14.5 Compliance with Industry Codes
You must comply with relevant industry codes and standards, including:

o The Telecommunications Consumer Protections (TCP) Code;
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o Dataretention and interception requirements under the Telecommunications (Interception and Access) Act
1979 (Cth);
o Relevant state/territory surveillance and cyber laws.

14.6 Third-Party Services

Where you connect third-party systems, vendors, or applications to our services:

(a) You are responsible for their configuration, licensing, and conduct;

(b) We do not accept liability for outages or issues caused by third-party integrations unless expressly managed by us.
14.7 Breaches

Failure to meet your obligations may result in:

o Limiting, suspending, or terminating your services (see Section 17);
o Billing for costs incurred due to your misuse;
o Legal or regulatory action, if applicable.

14.8 You indemnify us for losses or claims arising from your breach of these obligations, subject to any applicable
consumer protections under the Australian Consumer Law.

15. Minimum Terms and Recurring Service Agreements

15.1 Minimum Term Commitment

Some services we provide require a minimum contract term (e.g. 12, 24, or 36 months). These commitments are designed
to offer you discounted rates, priority access, or custom provisioning that reflect long-term service value.

o  The minimum term will be clearly specified in your Customer Contract or Order Form.

o  The term begins on the Service Activation Date or the Billing Start Date, whichever comes first.

o Ifyou terminate the service before the end of the minimum term for reasons not caused by our breach or
negligence, you may be charged an Early Termination Fee (ETF) as described in Section 15.5 below.

15.2 Renewal and Recurrence

Unless otherwise stated, services with a minimum term will automatically transition to a month-to-month basis at the end
of the initial term.

o  You may cancel month-to-month services at any time with 30 days’ notice, unless specified otherwise in the
product terms.

o  Recurring billing will continue for ongoing services such as internet, voice services, hosting, or IT support until
explicitly cancelled in writing.

15.3 Fixed-Term Services vs. Rolling Contracts

o Fixed-Term Agreements: Have a set duration (e.g., 24 months) and will expire unless renewed. You may choose
to opt-in for a new contract or move to month-to-month billing.

o Rolling Agreements: Remain active indefinitely until terminated by you or us, subject to the notice period and
terms defined herein.

15.4 Customer Obligations During the Minimum Term
By agreeing to a minimum term, you acknowledge that:

o You will not terminate the service early without incurring applicable early termination charges;

o  You will maintain payment of recurring charges even if you cease using the service, unless we fail to deliver as
agreed;

o  Any discounts, rebates or bundled offers are conditional upon completion of the full minimum term.
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15.5 Early Termination and Charges
If you cancel a service before the end of the agreed term, the following may apply:

o  An Early Termination Fee (ETF) equal to the lesser of:
e  The total of remaining monthly charges, or
e A fixed cancellation charge as specified in your contract;
o  Recovery of any equipment provided at a discounted or subsidised rate;
o Loss of discounts or bonus inclusions applied on the basis of term commitment.

15.6 Termination by Us During the Term
We may terminate a fixed-term contract early if:

o  You are in material breach of the agreement (e.g., non-payment, misuse);
o A force majeure event prevents delivery of services for more than 30 days;
o Regulatory or technical changes make continued supply impossible or commercially unviable.

If we terminate the agreement for any reason not caused by your breach, we will waive any ETF or provide a pro-rata
refund for services not delivered.

15.7 Changes During the Term
We will not change the core pricing or included features of your service during a fixed term unless:

o  You consent to the changes in writing;

o  The changes are required by law or regulation;

o They relate to third-party charges passed through to you (e.g. NBN or mobile network price rises), in which case
we will give at least 30 days’ notice.

15.8 Notification of Term Expiry
We will provide you with a reminder before your minimum term ends, including your options:

o Renew for a new term (with any new offers or benefits);
o Continue on a monthly basis;
o Cancel the service.

15.9 Recurring Charges and Adjustments
All recurring charges are outlined in your Customer Contract and may include:

o Fixed monthly fees;
o Usage-based charges (e.g, additional data, call rates);
o Hardware rental or maintenance charges.

Recurring charges are subject to annual review. Any increase in fees outside of CPI will be notified with 30 days' advance
notice and may give you the right to cancel without penalty (unless otherwise required by law).

16. Disputes and Complaints Procedure

We are committed to resolving customer concerns in a fair, efficient, and transparent manner in line with the
Telecommunications Consumer Protections (TCP) Code.

16.1 How to Lodge a Complaint
You can lodge a complaint by:

o  Email: complaints@technine.com.au
o Phone: 024326 0655
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o  Mail: 9/25 Anzac Road Tuggerah NSW 2259

We will acknowledge receipt of your complaint within 2 business days.
16.2 Information to Include
Please provide the following details when making a complaint:

Your full name and contact details
Account number or reference

A clear description of your concern
Any supporting documentation
Your preferred resolution

O O O O O

16.3 Internal Complaint Handling Process

Acknowledgement: Your complaint will be logged and acknowledged within 2 business days.

Assessment: We will review the complaint and investigate all relevant information.

Resolution: We aim to resolve complaints within 10 business days. If more time is needed, we will inform you.
Communication: We will keep you informed of progress, outcomes, and actions taken.

B w N =

16.4 Escalation Within Our Organisation

If you are not satisfied with the initial resolution, you may escalate the complaint by requesting review by a senior staff
member or manager. We will provide details on how to escalate and ensure it is handled independently.

16.5 Urgent Complaints

Complaints involving the disconnection of services, financial hardship, or privacy breaches will be prioritised and
addressed within 2 business days.

16.6 External Dispute Resolution

If you're not satisfied with the final outcome or the way your complaint was handled, you may contact the
Telecommunications Industry Ombudsman (TIO):

o Website: www.tio.com.au
o Phone: 1800 062 058
o Mail: PO Box 276, Collins Street West VIC 8007

The TIO is a free and independent body for resolving telecommunications disputes.
16.7 Record Keeping

We maintain records of all complaints, including communications and outcomes, in accordance with the TCP Code. These
records are retained for a minimum of 2 years.

16.8 Accessibility and Assistance

We will provide assistance for customers with disabilities, language barriers, or financial hardship when submitting
complaints. Translation services and alternative formats are available upon request.

17. Suspension and Termination of Services

17.1 We may suspend a service immediately, with or without notice, if:
(a) Itis necessary to protect the network, maintain service integrity, or comply with the law;
(b) You breach any critical part of the SFOA (e.g. non-payment, illegal use, spam);

(c) We reasonably suspect fraud, unauthorized access, or security issues;
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(d) You pose an imminent risk to public health, safety, or emergency services;
(e) Required by an authority, law enforcement agency, court order, or regulator.
17.2 In most cases, we will give you advance notice (at least 5 business days) before a suspension, unless it’s:

o Urgent;
o  For network security reasons;
o Directed by a regulator or court.

17.3 Suspension does not stop charges from accruing unless otherwise agreed. You remain liable for fees unless the
suspension is caused by our fault or force majeure.

17.4 We may terminate some or all of your services or contracts:
(a) At the end of a fixed minimum term (with at least 30 days' notice);
(b) If you fail to remedy a breach within 14 days of written notice;
(c) If we reasonably believe your conduct is unlawful, abusive, or poses a risk to our business, staff, or networks;
(d) If you become insolvent, bankrupt, or subject to external administration;
(e) If we stop offering the product or service, with at least 30 days' notice.
17.5 You may terminate a service:
(a) At the end of your minimum contract term by providing at least 30 days’ notice;
(b) If we breach a material term and fail to remedy it within 14 days of your written request;
(c) If we vary the contract in a materially detrimental way and you notify us within 14 days (see Section 9).
17.6 On termination:
(a) Services will cease and access to data or systems may be removed;
(b) You must return or pay for any loaned or leased equipment, unless otherwise agreed;
(c) Any unpaid amounts become immediately due;
(d) We may issue a final bill and recover any early termination fees, if applicable.

17.7 Service disconnection will follow the applicable process under the Telecommunications Consumer Protections Code
(TCP Code), including:

o Issuing a final bill;
o Disconnection notifications;
o Reasonable assistance with service transfers.

17.8 Any early termination charges will:
(a) Be calculated fairly and transparently;
(b) Not exceed the genuine cost to us of the early exit;
(c) Be explained on request.
17.9 Termination does not affect your or our rights that have accrued before that time.

17.10 We reserve the right to retain limited customer data for compliance, billing, and recordkeeping purposes, in
accordance with privacy laws.
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18. Warranty and Liabilities

18.1 Australian Consumer Law
(a) Our goods and services come with guarantees that cannot be excluded under the Australian Consumer Law.
(b) For major failures with a service, you are entitled:

o to cancel your service contract with us; and
o to arefund for the unused portion, or to compensation for its reduced value.

(c) You are also entitled to have services remedied if they fail to be of acceptable quality and the failure does not amount
to a major failure.

18.2 Service Availability

(a) While we aim to provide continuous and reliable services, we do not guarantee that services will be fault-free,
uninterrupted, or available at all times.

(b) Scheduled and unscheduled maintenance, outages, faults, or other technical issues may affect availability.

(c) We will take reasonable steps to notify you of any planned interruptions and resolve unplanned outages promptly.
18.3 Limitation of Liability

Subject to your rights under the ACL:

(a) We exclude all implied warranties or guarantees that are not required by law;

(b) We are not liable for:

Loss or damage caused by factors outside our reasonable control;

Indirect or consequential loss (e.g. lost profits, business interruption, or lost data);

Damage caused by your equipment, systems, or software;

Loss resulting from your failure to follow our directions or applicable laws;

Failures caused by third-party providers (e.g. NBN, power suppliers, carriers) unless managed directly by us.

O O O O O

18.4 Maximum Liability

(a) Our maximum liability to you in any 12-month period, for all claims in aggregate, is limited to the total amount you
paid for the relevant services in the previous 3 months, unless otherwise required by law.

(b) This limitation does not apply to liability arising from:

o Our wilful misconduct, gross negligence, or fraud;
o  Any rights you have under the ACL.

18.5 No Liability for Customer Content

We do not control, monitor, or endorse any data, information, or communications transmitted using our services. You
are responsible for your content, backups, and compliance with laws and codes.

18.6 Third-Party Services and Equipment

(a) Where we resell or facilitate access to third-party products or services (e.g. software, hardware, connectivity), we do
so under those third parties' terms.

(b) We do not make any warranties beyond those of the original provider and do not accept liability for their products
or services unless expressly stated in your Customer Contract.

18.7 Network Boundaries
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Our responsibility ends at the defined hand-off point (e.g. router, data socket, demarcation point). You are responsible
for internal wiring, LAN devices, and other customer-owned systems unless otherwise agreed.

18.8 Your Acknowledgements
You acknowledge that:
(a) You have not relied on any statement or representation outside this agreement;
(b) Service performance may be affected by network congestion, configuration, or third-party equipment;

(c) Some services (e.g. internet, VolP) are not suitable for life-support, medical, or emergency reliance unless specifically
agreed and certified.

18.9 This section survives termination or expiry of this agreement.

19. Indemnities
19.1 Your General Indemnity

You indemnify us, and our directors, employees, agents, contractors, and suppliers (collectively “us”), against all loss,
damage, liability, costs (including legal fees on a full indemnity basis), claims, demands, or proceedings arising out of or in
connection with:

(a) Your breach of this agreement, Acceptable Use Policy, or applicable laws;
(b) Any misuse, illegal use, or unauthorized use of our services by you or your users;

(c) Any infringement of third-party intellectual property rights, privacy rights, or confidential information by you or
your content;

(d) Any viruses, malware, or security vulnerabilities introduced by your systems or users into our infrastructure;
(e) Any claim brought by a third party due to your use of our services, except to the extent caused by our negligence.
19.2 Limitations and Exceptions

(a) You are not required to indemnify us for any loss or liability to the extent that it arises due to our own negligent act,
omission, or breach of contract.

(b) We must take reasonable steps to:

Mitigate any loss;

Promptly notify you of any indemnifiable event or claim;

Allow you reasonable input in the defence or settlement of any such claim (unless it poses reputational risk to
us).

19.3 Third Party Disputes
If a third party makes a claim or takes action against us as a result of your conduct or content, we may:
(a) Defend or settle the claim at our discretion;
(b) Recover all reasonable legal costs and settlement payments from you under this indemnity;
(c) Immediately suspend or terminate the affected services.

19.4 This clause survives the termination or expiry of this agreement.
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20. Technology and Data Responsibilities

20.1 Customer Systems and Devices
(a) You are responsible for:

o  The setup, security, and maintenance of your internal networks, devices, systems, and applications unless
otherwise specified in your contract;
Ensuring your software and systems are up to date and compatible with the services;

o Installing and maintaining adequate anti-virus, anti-malware, and firewall protections.

20.2 Access and Authorization

(a) You must ensure we are granted safe and lawful access to any systems, devices, or locations necessary for us to
provide the services.

(b) You must ensure only authorised personnel within your organisation can request technical changes, grant access, or
authorise actions on your systems.

20.3 Data Ownership
(a) You retain full ownership of your data unless otherwise agreed in writing.

(b) You grant us a limited, revocable license to access, use, store, and process your data strictly for the purpose of
providing, supporting, or improving the services.

20.4 Data Protection and Backup
(a) Unless otherwise stated in a managed backup service agreement:

o  You are solely responsible for backing up your data;
o Weare not liable for loss of data caused by your failure to maintain backups.

(b) If we provide backup services, our responsibility is limited to the scope, frequency, and retention terms set out in
your Customer Contract.

20.5 Security Responsibilities

(a) We will take reasonable steps to safeguard our own infrastructure against unauthorized access, cyber threats, and
data loss.

(b) You are responsible for your users’ credentials, access controls, and the security of systems within your premises or
cloud environments.

20.6 Data Breaches

(a) If we become aware of a suspected or actual data breach involving your information, we will notify you as required
under the Privacy Act 1988 (Cth) and the Notifiable Data Breaches (NDB) scheme.

(b) You agree to cooperate with us in investigating and responding to any such incident.
20.7 Transmission Risks

(a) You acknowledge that the transmission of data over the internet or telecommunications networks involves inherent
risks.

(b) We do not guarantee that data will be delivered without delay, corruption, interception, or loss.
20.8 Cloud and Hosting Services

Where applicable:
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(a) Cloud platforms, hosting, or third-party storage providers may be used to store or transmit your data;

(b) You consent to your data being processed in secure data centres, which may be located inside or outside Australia,
consistent with applicable privacy laws;

(c) Any specific data sovereignty or compliance requirements must be agreed in writing before service delivery.
20.9 Compliance

Both parties must comply with:

(a) The Privacy Act 1988 (Cth);

(b) Any applicable state or territory surveillance, cybersecurity, or health records laws;

(c) Industry standards such as ISO 27001, ACSC Essential Eight, or CIS Benchmarks, where contractually relevant.

20.10 Responsibilities Summary

Task Our Responsibility Your Responsibility

Data Backup If purchased as a service Default

System Patching Where managed by us Otherwise your responsibility

Password Security Shared responsibility You control end-user credentials

Endpoint Security Not included unless managed You must install protections
service

21. Monitoring of Systems
21.1 Scope of Monitoring

(a) We may monitor systems, traffic, logs, and service usage where necessary to:

Deliver and support the services;

Detect faults, intrusions, or misuse;

Optimize performance and uptime;

Comply with legal or regulatory requirements;

O O O O O

Maintain service levels and security protections.
21.2 Consent to Monitoring
(a) By entering into this agreement, you consent to us:

o  Monitoring traffic on our networks (including traffic to/from your systems); and
o  Accessing systems covered under managed service or support arrangements, as reasonably required.

21.3 Confidentiality and Limits
(a) Monitoring is limited to technical, operational, and usage data and is not intended to access personal content, unless:

o Required to provide support or investigate a fault;
o  You specifically authorize access (e.g. screen sharing, remote session);
o Required by law, a court order, or law enforcement request.

21.4 Logging and Retention
(a) We may maintain logs of service activity, access, alerts, or usage for the following purposes:

o Troubleshooting and support history;
o  Compliance with industry codes (e.g. TCP Code, Privacy Act);
o  Security audit and accountability.
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(b) Log data is kept for a reasonable period, in accordance with:

o  The Telecommunications (Interception and Access) Act 1979 (Cth) (if applicable);
o Data Retention obligations under the Telecommunications Act 1997 (Cth) (if applicable);
o  Privacy and cybersecurity laws applicable in your State or Territory.

21.5 Customer Monitoring Obligations
(a) If you monitor your own staff or users using our systems or platforms (e.g. network monitoring tools), you must:

o Ensure compliance with any relevant workplace surveillance or privacy laws (e.g. NSW Workplace Surveillance
Act 2005);
Notify and obtain consent from users where required by law;
Use the monitoring tools responsibly and lawfully.

21.6 Third-Party Tools

(a) Where monitoring is enabled by a third-party platform (e.g. RMM tools, cloud dashboards), their respective data use
and privacy terms apply.

21.7 No General Duty to Monitor

(a) We are not obligated to proactively monitor your data, software, or behaviour except to the extent necessary for our
services.

(b) We do not act as your regulator or supervisor and are not responsible for detecting illegal, unethical, or improper
use unless explicitly agreed.

21.8 Security Alerts
(a) If we detect any critical threats, unauthorized access attempts, or unusual system behaviour:

o  We may take immediate protective actions;
o  We will notify you as soon as practicable;
o  You agree to cooperate with any required investigation or remediation.

22, Equipment
22.1 Equipment Supplied by Us

(a) We may supply, lease, or install equipment (e.g. routers, firewalls, modems, phones, servers) in connection with the
services.

(b) Unless explicitly sold to you:

o  All such equipment remains our property or the property of our suppliers;
o  You must return the equipment upon cancellation, downgrade, or replacement.

22.2 Use of Equipment
You must:
(a) Keep the equipment in good condition, subject to reasonable wear and tear;
(b) Use the equipment only as directed and not tamper with, modify, relocate, or dispose of it;
(c) Ensure that only authorised personnel access or handle the equipment;
(d) Notify us promptly of any faults, damage, or suspected interference.

22.3 Power, Security and Environment

21|Page



You are responsible for providing:

(a) Suitable power, cooling, rack space, security, and access for the installation and operation of any equipment we
supply;

(b) Safe premises and working conditions for our staff and contractors.
22.4 Customer-Owned Equipment
(a) If you supply your own equipment, you are solely responsible for:

o  Compatibility, licensing, and compliance with any technical or regulatory requirements;
o  Fault diagnosis, replacement, and vendor support unless covered under a managed service plan;
o Maintaining up-to-date software, firmware, and configurations.

22.5 Loss, Theft or Damage

(a) You are responsible for any loss, theft, or damage to our equipment while in your care, custody, or control, other
than fair wear and tear.

(b) We may charge you:

o  The replacement cost of the equipment;
o Arecovery or non-return fee (if not returned within 14 days of cancellation).

22.6 Equipment Warranty
(a) We will comply with any express warranty terms provided by the equipment manufacturer or supplier.

(b) We are not liable for equipment defects caused by your misuse, failure to follow instructions, or third-party
interference.

22.7 Equipment Updates
(a) We may update or replace equipment from time to time to maintain service quality or meet compliance obligations.
(b) Where such replacement materially affects your setup, we will give you reasonable prior notice.

22.8 Removal of Equipment
(a) On termination of the relevant service, we may attend your premises to uninstall or retrieve any equipment we own.

(b) You must cooperate and provide reasonable access for such removal.

23. Staff Attendance

23.1 Access Requirements

(a) You must provide our staff or authorised contractors with reasonable, safe, and timely access to your premises
when:

o Installation, maintenance, or troubleshooting is required;
o Equipment needs to be delivered, repaired, or retrieved;
o A scheduled onsite visit has been agreed upon.

(b) If access is delayed, denied, or unsafe, we may:

o  Reschedule the visit;
o  Charge a call-out or re-attendance fee;
o Postpone or suspend the relevant service.

23.2 Site Safety and Conduct
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(a) We will ensure our staff and contractors:

o  Comply with your reasonable onsite rules, safety procedures, and codes of conduct;
o  Carry valid identification and represent us professionally;
o Take all reasonable steps to minimise disruption while on your premises.

(b) You must ensure our personnel are not subjected to:

o  Unsafe or hazardous working conditions;
o Harassment, threats, or inappropriate behaviour.

23.3 Authorised Attendance

(a) Only staff or third parties authorised by us may carry out installation or service work related to our products or
services.

(b) You agree not to interfere with or allow unauthorised third parties to handle our equipment or perform changes to
installed systems.

23.4 Appointment Scheduling
(a) Where attendance is required:

o  We will arrange appointments in advance and confirm a time window;
o You (or your authorised contact) must be present at the agreed time to grant access and authorise works.

(b) Missed appointments or delays caused by your team may incur a fee, unless otherwise agreed.
23.5 Remote Work

(a) Where possible, we may provide support remotely via secure tools (e.g. remote desktop or VPN).

(b) You must ensure that appropriate access, authorisation, and connectivity are in place to enable remote support.
23.6 Emergency and After-Hours Visits

(a) If an emergency or after-hours visit is required, we will:

o  Make reasonable efforts to assist;
o  Apply after-hours or emergency rates as applicable (subject to prior agreement where possible).

23.7 Cooperation

(a) You agree to cooperate reasonably with our personnel during their attendance and to promptly provide any
information or approvals required.

24. Record Keeping
24.1 Our Records

(a) We will maintain accurate records related to:

Service usage, provisioning, and changes;

Billing, payments, and credits;

Support tickets, fault reports, and resolutions;
Customer correspondence and authorisations;
Equipment deliveries, retrievals, and returns;
Any incidents, complaints, or regulatory requests.

O O O O O O

(b) These records may be kept in digital or physical form and will be retained in accordance with:

o  Applicable laws including the Telecommunications Act 1997 (Cth);
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o Any mandatory data retention obligations under the Telecommunications (Interception and Access) Act 1979
(Cth);
o  Our internal policies and relevant industry codes (e.g. TCP Code).

24.2 Customer Responsibility
(a) You must maintain your own records of:

Service agreements and correspondence with us;

Usage logs where relevant (especially for internet and VolP services);

Backup schedules, authorisations, and change approvals;

Communications and notices relating to your obligations under this agreement.

O O O O

24.3 Access to Records
(a) You may request copies of your records or billing history, subject to:

o Identity verification;
o  Our reasonable processing timeframes and administrative charges (if applicable);
o  Exclusions for confidential internal logs or privileged legal material.

(b) We reserve the right to redact sensitive internal data before release.
24.4 Retention Periods
(a) We will retain records for the minimum periods required under Australian law and, where relevant:

o 2 years for customer billing data under the TCP Code;
o 7 years for tax-related documents under the ATO record-keeping obligations;
o 2+ years for telecommunications metadata (if applicable) under the Data Retention Rules.

24.5 Correction of Records

(a) If you believe a record held by us is incorrect, you may request a correction.

(b) We will investigate and correct inaccuracies where appropriate and notify you once complete.
24.6 Audits and Compliance

(a) If requested by regulators (e.g. ACMA, OAIC), we may be required to produce specific records.

(b) You consent to our lawful compliance with such requests and acknowledge that confidentiality may be overridden
by legal obligations.

24.7 Record Storage and Security

(a) All records will be stored securely using appropriate technical and organisational safeguards, including encryption,
access control, and backups.

(b) Where cloud services are used, providers will be subject to Australian privacy laws and vetted for compliance.

25. Confidential Information
25.1 Definition

For the purposes of this agreement, "Confidential Information" means any non-public, proprietary, or sensitive
information disclosed by either party (the “Discloser”) to the other party (the “Recipient”) in connection with the services,
whether oral, written, digital, or visual, including:

o Business operations, strategies, and processes;
o  Pricing, service plans, and contract terms;
o  Customer data, including personal or sensitive information;
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o Network configurations, software, credentials, and technical documentation;
o  Any other information marked or understood to be confidential.

25.2 Obligations of Confidentiality
The Recipient agrees to:

(a) Treat the Discloser’s Confidential Information with the same level of care it uses to protect its own (and no less than
reasonable care);

(b) Not disclose Confidential Information to any third party without prior written consent, except:

o Toemployees, contractors, or advisors who need to know and are bound by confidentiality;
o  Where required by law, court order, or regulatory authority;

(c) Use Confidential Information solely for the purpose of fulfilling obligations under this agreement.
25.3 Exclusions

Information is not considered Confidential Information if it:

(a) Is or becomes publicly available through no fault of the Recipient;

(b) Is lawfully obtained from a third party without breach of confidentiality;

(c) Was independently developed by the Recipient without use of the Discloser’s information.
25.4 Return or Destruction

(a) Upon termination of the agreement or at the Discloser’s request, the Recipient must promptly return or destroy all
Confidential Information, including digital copies, except where required to be retained by law.

25.5 Legal Disclosure
(a) If the Recipient is required by law to disclose Confidential Information, it must:

o  Provide the Discloser with prompt notice (if legally permitted);
o Take reasonable steps to limit the scope of disclosure and seek protective treatment.

25.6 Injunctive Relief

(a) The parties acknowledge that any breach of this clause may cause serious harm not adequately compensated by
damages.

(b) The Discloser may seek injunctive or equitable relief in the event of actual or threatened misuse of its Confidential
Information.

25.7 Survival

(a) This clause survives the termination or expiry of this agreement for a period of five (5) years, or as otherwise
required under applicable law.

26. Governing Laws

26.1 Australian Legal Jurisdiction

(a) This agreement is governed by and will be construed in accordance with the laws of the Commonwealth of Australia
and the laws of the State of New South Wales (NSW), where our principal place of business is located.

26.2 Non-Exclusion of Other States and Territories
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(a) We acknowledge that our services may be supplied to customers located in other Australian states or territories, and
we do not seek to exclude the operation of any mandatory laws of:

Victoria
Queensland

South Australia
Western Australia
Tasmania
Northern Territory

O O 0O O O O O

Australian Capital Territory

(b) If a provision of this agreement is inconsistent with a law that cannot be excluded in your state or territory, that law
will prevail to the extent of the inconsistency.

26.3 Dispute Resolution Venue

(a) Subject to applicable consumer rights, any disputes arising in connection with this agreement will be submitted to
the courts and tribunals of New South Wales, unless otherwise agreed in writing or required by mandatory jurisdiction
rules.

26.4 Compliance with National Frameworks
(a) We comply with relevant national legislation and industry codes including but not limited to:

The Telecommunications Act 1997 (Cth)

The Privacy Act 1988 (Cth) including the Australian Privacy Principles (APPs)

The Spam Act 2003 (Cth)

The Telecommunications Consumer Protections (TCP) Code administered by Communications Alliance
Any industry-specific requirements as may apply from time to time

O O O O O

26.5 Legal Advice Encouraged

(a) You are encouraged to seek independent legal advice regarding your rights and obligations under this agreement,
especially if you are operating under complex regulatory or commercial arrangements.

27. Privacy

27.1 Compliance with Privacy Laws
(a) We comply with the Privacy Act 1988 (Cth), including the Australian Privacy Principles (APPs).

(b) We also comply with any applicable state and territory privacy requirements where they extend beyond the federal
framework (e.g. NSW Health Records and Information Privacy Act 2002 for specific sectors).

27.2 Collection of Personal Information
(a) We may collect personal information from you for purposes including:

Account creation and customer verification;

Service provisioning, monitoring, and billing;
Technical support, customer care, and fault resolution;
Marketing, surveys, and service improvements;

O O O O O

Legal, regulatory, or law enforcement compliance.
(b) We will only collect personal information by lawful and fair means, and wherever reasonable, directly from you.
27.3 Use and Disclosure

(a) We will use or disclose your personal information only for the purposes stated at the time of collection, or as
otherwise permitted or required by law.
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(b) We may share your information with:

Service delivery partners or subcontractors;

Payment processors and credit reporting bodies;
Telecommunications carriers and upstream providers;
Regulators or law enforcement if legally required.

O O O O

27.4 Overseas Disclosure
(a) Some data (e.g. email hosting or cloud backups) may be stored or processed in overseas data centres.

(b) In such cases, we will ensure those providers are bound by similar privacy obligations or contractual safeguards that
align with the APPs.

27.5 Data Security

(a) We take reasonable steps to protect personal information from misuse, interference, loss, unauthorised access,
modification, or disclosure. This includes:

o  Encryption and secure storage;
o Firewalls, authentication, and access controls;
o  Staff training and security monitoring.

27.6 Access and Correction
(a) You may request access to your personal information at any time.
(b) We will correct inaccurate, incomplete, or outdated information upon request unless an exemption applies.
27.7 Direct Marketing
(a) We may use your contact information to inform you of service updates or new offerings relevant to your account.
(b) You may opt out of marketing communications at any time using the unsubscribe link or by contacting us directly.
27.8 Retention and Destruction

(a) Personal information will be retained only as long as necessary for the purpose for which it was collected or to meet
our legal obligations.

(b) We securely destroy or de-identify personal information that is no longer required.
27.9 Complaints and Inquiries

(a) If you believe your privacy has been breached, please contact our Privacy Officer via the details listed in the Contact
section of this agreement.

(b) We will respond to privacy complaints in accordance with our internal procedures and the Privacy Act.

28. Force Majeure
28.1 Definition

A "Force Majeure Event" means any circumstance beyond a party’s reasonable control that prevents or delays
performance of their obligations under this agreement, including (but not limited to):

Natural disasters (e.g. fire, flood, earthquake);
Acts of war, terrorism, riot, or civil commotion;
Government actions, orders, or restrictions;
Pandemic, epidemic, or public health emergency;
Cyberattacks or denial-of-service (DoS) events;
Power outages, utility failures, or severe weather;

O O O 0O O O
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o  Failure of suppliers, carriers, or third-party networks;
o  Strikes or other industrial disturbances (other than by a party’s own staff).

28.2 Suspension of Obligations
(a) Where a Force Majeure Event occurs, the affected party:

o Isexcused from performing the impacted obligations for the duration of the event;
o  Must promptly notify the other party, detailing the nature of the event and anticipated impact;
o  Must use reasonable efforts to mitigate the effects and resume normal performance.

28.3 Limitations
(a) A Force Majeure Event does not:

Excuse payment obligations for amounts already due;

Apply where the event was reasonably foreseeable and preventable;

Allow indefinite suspension of obligations — if the event continues beyond 30 days, either party may terminate
the affected portion of the agreement without penalty.

28.4 No Liability

(a) Neither party shall be liable for delay or failure in performance due to a Force Majeure Event, provided they have
complied with the obligations in this clause.

28.5 Examples Specific to Our Services
Force Majeure may specifically impact:

Availability of upstream carriers or NBN infrastructure;
Network backhaul failures due to third-party incidents;

Delays in obtaining equipment or hardware for service delivery;
Data centre outages impacting cloud-based systems.

o O O O

28.6 Communication During Events

(a) We will use reasonable efforts to keep you informed of expected resolution times and available alternatives (e.g.
temporary mobile data solutions).

29. Providing Notice / Contact Methods

29.1 Methods of Communication
(a) We may provide you with official notices or updates via any of the following:

Email to your nominated address;

SMS to your registered mobile number;

Written notice sent to your mailing address;

Published notices or service announcements on our website;

System messages through customer portals or dashboards (where available).

O O O O O

(b) You may provide notice to us using:

o  Email to our published contact address;
o  Postal mail to our registered business address (as listed on our website);
o  Through our customer support portal or ticketing system (where applicable).

29.2 When Notice is Taken to Be Received
A notice or communication is taken to be received:

o Ifsent by email — when the email is successfully delivered to the recipient’s email server (not when opened);
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If sent by SMS — when sent from our system without delivery failure;

If posted on our website — immediately upon publication;

If delivered by mail —5 business days after posting;

If delivered through a support portal — upon acknowledgement or automated receipt.

O O O O

29.3 Accuracy of Contact Information

(a) You are responsible for ensuring your contact details (including email and mobile number) are kept up to date with
us.

(b) We are not liable for any delay or failure in communication resulting from inaccurate or outdated contact
information provided by you.

29.4 Notices About Critical Changes
(a) Where a notice involves a change to terms, pricing, or service structure, we will give you advance notice as follows:

o Atleast 21 days prior for material changes to pricing, billing, or service inclusions;
o Atleast5 business days prior for urgent network changes or fault maintenance (unless critical or emergency).

29.5 Notices and Legal Communications

(a) Legal notices (e.g. breach notices, formal disputes) must be provided in writing and sent to our registered business
address and marked Attention: Legal Officer.

(b) We may send legal notices to your nominated address or legal contact if one is provided.
29.6 Emergency or Service Disruption Notices

(a) In the event of a service outage, cyber incident, or force majeure event, we may notify you using any method
available to ensure timely communication, including SMS, email, or service status pages.

29.7 Language and Accessibility
(a) All notices and communications will be provided in English.

(b) Alternate formats may be available upon request, subject to our reasonable capabilities.

30. Credit Checks

30.1 Credit Assessment

(a) By applying for our services, you consent to us conducting credit assessments on your business (and any related
directors or guarantors, where applicable).

(b) We may:

o Verify information provided in your application;
o  Conduct a commercial or consumer credit check with a licensed credit reporting body;
o  Obtain information from trade references, public registers, or our internal records.

30.2 Use of Credit Information
We may use the information obtained to:

Determine your eligibility for services, plans, or payment terms;

Set credit limits or require prepayment, deposits, or direct debit arrangements;
Manage overdue accounts or initiate debt collection proceedings;

Comply with regulatory or anti-fraud obligations.

O O O O

30.3 Credit Reporting Bodies
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(a) We may disclose certain information to a credit reporting body, including:

Identification details (business name, ABN/ACN, contact info);
Details of credit applied for and granted;

Repayment history and overdue amounts;

Default information (subject to legal thresholds and notices);
Serious credit infringements.

O O O O O

(b) The credit reporting bodies we may use include:

o Equifax Australia
o lllion
o Experian Australia

(c) You may request a copy of your credit report or request correction of incorrect information directly from those
agencies.

30.4 Your Rights
(a) You have the right to:

o Requestaccess to your credit-related information held by us;
o Request correction of inaccurate, incomplete, or outdated credit information;
o Askthat we do not use your information for pre-screening credit offers.

30.5 Confidentiality and Security
(a) We handle all credit information in accordance with the Privacy Act 1988 (Cth) and the Credit Reporting Code.
(b) Credit data is kept secure and used only for legitimate purposes as permitted by law.

30.6 Impact of Poor Credit History
(a) If your credit history indicates a risk, we may:

o  Decline your application;
o  Require upfront payment, security, or shorter payment terms;
o  Suspend or restrict access to services in case of non-payment.

31. Restrictions on Third-Party Software
31.1 Use of Third-Party Software

(a) Some of our services may rely on or integrate with software, applications, or systems provided by third parties,
including but not limited to:

Remote management and monitoring tools;
Productivity suites (e.g. Microsoft 365, Google Workspace);
Cloud platforms or hosting environments;

o O O O

Communication tools and cybersecurity products.
31.2 Licensing and Responsibility
(a) You are responsible for:

Ensuring you hold valid licences for any third-party software you use in conjunction with our services;
Complying with all applicable licence terms, end-user agreements, and conditions imposed by the software
vendor;

o Any fees, penalties, or breaches that result from unauthorised or non-compliant use.

31.3 Limitations of Liability
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(a) We are not responsible for:

o  Errors, bugs, or failures caused by third-party software;
o Changes made by third-party providers that affect compatibility or performance;
o Loss of data or service disruptions resulting from third-party software outages or discontinuations.

31.4 Security and Updates
(a) Itis your responsibility to:

o  Ensure your third-party software is kept updated with security patches;
o  Avoid the use of unsupported, outdated, or insecure applications;
o  Promptly notify us if a third-party application interferes with our service delivery.

31.5 Open-Source or Freeware Use
(a) If any open-source or freeware software is used by you:

o You must comply with the applicable licensing terms (e.g. GNU, MIT, Apache);
o  We do not provide support for open-source software unless specifically agreed;
o  Any use of such software is entirely at your own risk.

31.6 Termination of Software Integration
(a) We reserve the right to discontinue support for any third-party software integration:

o Ifitposes a security, performance, or compliance risk;
o Ifthe software is discontinued or changes materially in function or terms.

31.7 Indemnity

(a) You agree to indemnify us against any claims, losses, damages, or liabilities arising from your breach of third-party
software licenses or misuse of licensed applications.

32. Severance
32.1 If any provision of this Standard Form of Agreement (SFOA), or any part thereof, is found to be unlawful, invalid, or
unenforceable under any applicable law, then:

(a) That provision will be severed from this agreement to the minimum extent necessary;
(b) The remaining provisions of the agreement will continue in full force and effect.

32.2 The parties agree to negotiate in good faith a lawful and enforceable substitute provision that reflects, as closely as
possible, the original intent of the severed clause.

32.3 Severance under this clause will not affect any accrued rights or obligations of either party that arose prior to the
severance.

33. Customer Service Guarantee (CSG)
33.1 Overview of the CSG Standard

(a) The Customer Service Guarantee (CSG) Standard protects end users of standard telephone services by setting
minimum performance standards for:

o  Connecting a standard telephone service;
o  Repairing faults or service interruptions;
o Attending appointments with customers.

(b) If we fail to meet these standards, you may be entitled to compensation unless an exemption applies.
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33.2 Applicability
(a) The CSG applies to:

o Voice services provided over the public switched telephone network (PSTN) or similar fixed-line services;
o  Certain services for small business customers (less than 5 lines).

(b) The CSG does not apply to:

o Internet-only services;
o  VolIP or cloud-based services that do not use the traditional phone network;
o  Services explicitly exempted by contract with the customer.

33.3 CSG Waivers
(a) You may agree to waive your rights under the CSG (e.g. where a business-grade SLA is provided instead).
(b) Any waiver must:

o Beprovided in writing;
o Clearly outline the rights you are giving up;
o Bevoluntary and properly explained.

33.4 Compensation

(a) Where the CSG applies and we fail to meet timeframes (e.g. service connection or fault repair), you may be eligible
for:

o  $14.52 for each working day of delay for the first 5 days;
o  $48.40 per day for additional delays (as per current CSG rates);
o Missed appointments may also attract compensation.

(b) Payment may be made as a credit on your bill.
33.5 Limitations and Exemptions
Compensation under the CSG may not apply if:

You missed an appointment or denied access to premises;

The fault was caused by an event beyond our control (e.g. natural disaster, third-party infrastructure);
The service delay occurred during a mass outage event registered with ACMA;

You agreed to a delay or declined the offered timeframe.

O O O O

33.6 Further Information

You can learn more about the CSG at the ACMA website (https://www.acma.gov.au/customer-service-guarantee).
33.7 How We Handle CSG Claims

(a) We will assess CSG entitlements on a case-by-case basis where eligible.

(b) Claims must be submitted within 12 months of the relevant delay or fault incident.
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34. Service Level Agreements (SLAs), Including Compensation

34.1 Overview

(a) This SLA outlines the performance commitments we provide to customers and applies only where explicitly included
in your Customer Contract.

(b) SLAs may vary depending on:

o The type of service (e.g. internet vs IT support vs telephony);
o  Your selected plan or agreement tier (e.g. standard vs premium support);
o  Any negotiated terms in your individual agreement.

34.2 Key SLA Metrics

Unless otherwise stated, the following metrics apply to standard business services:

Metric Target

Network Uptime (Core Services) 99.9% per calendar month

Critical Fault Response Within 2 business hours

Major Fault Resolution Within 8 business hours

Minor Fault Resolution Within 2 business days

Support Availability 8:00am-5:00pm AEST, Mon-Fri

Emergency Out-of-Hours Support Available for Critical issues only - Fees may apply

34.3 Severity Levels
(a) Faults are classified as follows:

o  Priority 1 (Critical): Complete service outage or severe degradation impacting all users.
o  Priority 2 (Major): Partial service disruption or loss of key functions.
o  Priority 3 (Minor): Performance issues or isolated technical incidents.

34.4 Customer Responsibilities
(a) SLA targets apply only where:

You provide timely access to equipment or premises (if required);
All required fees are up to date;

You report issues through the correct support channels;

The fault is within our infrastructure or service domain.

O O O O

34.5 Exclusions
SLAs do not apply in the following scenarios:

Force majeure events;

Scheduled maintenance (with at least 24 hours’ notice);

Issues caused by third-party networks, software, or devices not under our control;
Delays caused by you, your staff, or failure to provide necessary access.

O O O O

34.6 Compensation and Remedies
(a) If we fail to meet the agreed SLA for a core service, you may request compensation in the form of a service credit.

(b) Service credits will be calculated as a percentage of the affected service’s monthly fee, based on the duration and
severity of the fault:

o  Up to 5% for moderate delays;
o Upto 10% for critical SLA breaches;
o  Higher credits may be agreed on for custom contracts.
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(c) Credits are capped at the monthly service fee and are not payable in cash unless required by law.
34.7 How to Claim

(a) You must lodge an SLA credit request within 30 days of the incident.

(b) We will assess the request and confirm eligibility within 10 business days.
34.8 Custom SLAs

(a) If you require stricter uptime guarantees, faster response times, or 24 /7 support, custom SLAs can be negotiated and
included in your Customer Contract.

34.9 Review and Changes

(a) We may update SLA targets from time to time with 30 days' notice, provided the changes do not materially reduce
your existing entitlements.

35 Acceptance & Binding Effect
35.1 Acceptance by Conduct

(a) By ordering, activating, or continuing to use any of our Services after the date this SFOA is published, you are deemed
to have read, understood, and accepted all its terms.

35.2 Priority of SFOA

(a) This SFOA prevails over any inconsistent purchase order or other document you provide unless expressly agreed in
writing.

35.3 Electronic Execution

(a) An electronic or digital acceptance (including ticking a box or clicking “I agree”) is deemed equivalent to a
handwritten signature for the purposes of section 14 of the Electronic Transactions Act 1999 (Cth).

35.4 Commencement
(a) This updated SFOA takes effect on 14 April 2026 and supersedes all prior versions.

35.5 This agreement may be executed electronically or in counterparts, each of which constitutes an original, and all
together constitute one instrument.
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Appendix

Appendix A — Definitions

Agreement: This Standard Form of Agreement (SFOA) and any applicable Customer Contract.

Customer: Any individual or business to whom we provide telecommunications, internet, or IT support services.
Services: The telecommunications, internet, and IT support services provided under this Agreement.

Force Majeure: Events beyond reasonable control such as natural disasters, war, terrorism, or government restrictions.
Business Day: A weekday excluding national public holidays in Australia.

Critical Fault: An outage or issue causing total loss of service.

Customer Contract: A document specifying service details, pricing, and additional terms, forming part of this Agreement.
Business Hours - Business hours means Monday to Friday, 8:00am to 5:00pm (AEST), excluding public holidays
Appendix B — Contact Methods

Email: support@yourdomain.com.au

Mailing Address: Your Business Name, 123 Tech Lane, Sydney NSW 2000

Website Notices: www.yourdomain.com.au/sfoa

SMS Alerts: Enabled for service outages, maintenance alerts, or emergencies

Appendix C — Sample Service Agreement

(A simplified example of what might appear in a service order)

Service: 100/40 Mbps Business Internet

Price: $120 + GST per month

SLA: 99.9% uptime with 8-hour fault resolution
Minimum Term: 24 months

Customer acknowledges and agrees to SFOA v1.0

Appendix D — CSG Waiver Template

Provided only when applicable. Includes:

Description of rights under the Customer Service Guarantee
Section for voluntary waiver acknowledgment and customer signature

Option for electronic or physical signing

Appendix E — Support Channels and Escalation Path

Tier 1 (Standard Support): support@technine.com.au, 8:00am-5:00pm AEST Mon-Fri
Tier 2 (Urgent IT/VolIP Issues): 02 4326 0655

Tier 3 (Escalations): support@technine.com.au

Emergency After-Hours Support: 24 /7 on-call technician (for Priority 1 faults)

Appendix F — SLA Credit Claim Form

Downloadable or electronic form should include:

Customer name and contact details
Service ID and fault date/time
Description of issue and impact
Date/time reported and resolved

Requested remedy or credit
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Appendix G — Third-Party Software List

e Supported Platforms: Microsoft 365, Google Workspace, Zoom, Cisco Meraki, Bitdefender, Fortinet

e Disallowed or unsupported: Unlicensed software, unsupported freeware, cracked tools

Appendix H — Emergency Services Access

e  Voice services provided through VoIP may allow calls to 000, but access is subject to:
o Power and internet availability
o  Correct address registration
o No guarantee of location data being passed to emergency operators

e  Customers must ensure alternate access to emergency services in critical environments.

Appendix I — State and Territory Law Reference

e Commonwealth: Telecommunications Act 1997, Privacy Act 1988, Competition and Consumer Act 2010

e NSW: Fair Trading Act 1987 (NSW), Electronic Transactions Act 2000 (NSW)
e  VIC: Australian Consumer Law and Fair Trading Act 2012 (VIC)

e  QLD: Fair Trading Act 1989 (QLD)

e  SA: Fair Trading Act 1987 (SA)

e  WA: Fair Trading Act 2010 (WA)

e  TAS: Fair Trading Act 1990 (TAS)

e  ACT: Fair Trading (Australian Consumer Law) Act 1992 (ACT)

e NT: Consumer Affairs and Fair Trading Act 1990 (NT)

Appendix ] — Acceptable Use Policy (AUP)

e Noillegal, abusive, or malicious activity using our services

e No distribution of spam or malware

e Noreselling or redistributing service without permission

e No excessive usage that interferes with other customers’ access

e  Breaches may result in warning, restriction, or termination
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Appendix H - Legislative & Regulatory References

# Reference Description
Al Telecommunications Act 1997  Enables registered providers
(Cth) to issue a Standard Form of
Agreement (SFOA) under
section 479
A2 Telecommunications Consumer fairness,
Consumer Protections Code complaints, billing, contracts,
(€C628:2019, Var. 1/2022) financial hardship, and
advertising
A3 Telecommunications Compensation for delays in
(Customer Service Guarantee)  connecting or fixing services
Standard 2023
A4 Government Establishes the NSW Telco
Telecommunications Act 2018  Authority and frameworks for
(NSW) public infrastructure
A5 NSW Privacy and Personal Governs data privacy in NSW
Information Protection Act operations
1998
A6 Privacy Act 1988 (Cth) Federal privacy legislation
covering data collection, use,
and storage
A7 Surveillance Devices Act 2007  Restrictions and consent
(NSW) requirements for workplace
monitoring
A8 Australian Consumer Law Non-excludable consumer
(Competition and Consumer rights and remedies for faulty
Act 2010) services
A9 A New Tax System (Goods and  GST obligations applicable to
Services Tax) Act 1999 goods and services
A10 ACMA Guidelines & Industry Compliance obligations for

Standards

complaint handling, credit
checks, and service quality
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