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Disclaimer

The material in this framework paperis of a general nature and should not be regarded as legal advice
orrelied onforassistance in any particular circumstance or emergency situation. Inany important
matter, you should seek appropriate independent professional advice in relation to yourown
circumstances.

The Commonwealth accepts no responsibility or liability forany damage, loss or expense incurred as a
result of the reliance oninformation contained in this framework paper.

This framework paperhas been prepared for consultation purposes only and does notindicate the
Commonwealth’s commitment to a particular course of action. Additionally, any third party views or

recommendationsincludedin thisframework paperdo notreflect the views of the Commonwealth, or
indicate its commitmentto a particular course of action.

Copyright

© Commonwealth of Australia 2016

@ B The material in this discussion paperislicensed undera Creative Commons Attribution—
3.0 Australialicense, with the exception of:

° the Commonwealth Coat of Arms

° this Department’s logo

° any third party material

° any material protected by atrademark, and
° any images and/or photographs.

More information on this CCBY license is set out at the creative commons website:
www.creativecommons.org/licenses/by/3.0/au/. Enquiries about this license and any use of this
discussion papercanbe sentto: Consumer Broadband Services Branch, Department of Communications
and the Arts, GPO Box 2154, Canberra, ACT, 2601.

Attribution

Use of all or part of this framework paper mustinclude the following attribution:
© Commonwealth of Australia 2016

Using the Commonwealth Coat of Arms

The terms of use for the Coat of Arms are available fromthe It’s an Honour website (see
www.itsanhonour.gov.au and click ‘Commonwealth Coat of Arms’).
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1. Introduction

The National Broadband Network (NBN) is a major upgrade to Australia’s fixed line telephone and
internetinfrastructure, which will supportall Australian premises to access high speed broadband and
telephony services. The NBN will deliver reform of the industry via structural separation of Telstra’s
local access networks.

Duringthe transitiontothe NBN, the Telstraand Optus local access networks are being progressively
shutdown as premises transfertheir communications services onto the new NBN infrastructure.

The NBN isa wholesale only network thatis beingrolled outand operated on an open access basis by
NBN Co Limited (nbn), aGovernment Business Enterprise, wholly-owned by the Commonwealth.

To guide the company through to the completion of the project, the Australian Government hasissued
a Statement of Expectations® which highlights several priorities for nbn, including operating
commercially, engaging collaboratively with stakeholders, and importantly working with the
telecommunicationsindustry to enable aseamless transition of services for consumers and businesses.

As the network rolls out, nbnis delivering the underlyinginfrastructure and wholesale products upon
which telecommunications retail service providers can then add and develop retailtelephone and data
services to offerdirectly to residentialand business customers.

1 www.nbnco.com.au/content/dam/nbnco2/documents/soe-shareholder-minister-letter.pdf
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Migration of services fo the NBN is

complex, and involves multiple parties
and interdependent processes.
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It is impartant that all parties are aware of their roles and
responsibilities so that they can play their parrin supporting
a smooth migrarion experience for end users.
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Migration of services to the NBN

The NBN fixed line network, which will provide access to NBN services forthe majority of Australian
premises, is beingrolled out across the country.

Once nbn declaresan area to be Ready For Service (RFS), customers, whether households or businesses
generally have 18 months to migrate theirvoice, broadband and overthe top servicestothe NBN or
alternative telecommunications network. This 18 month periodis known as the migration window.

Most remaining broadband ortelephoneservices on Telstra(i.e. copperlocal access networks)and
Optus (hybrid fibre coaxial (HFC)) networks after the end of the respective migration window will be
disconnected. The date on which thiscommencesis known as the Disconnection Date. There are some
very limited exceptions to thisrule?.

The end to end migration process involves multiple parties deliveringinterdependent activities or
processes. All partiesinthat process need to be aware of theirrespective roles and responsibilities so
that they fully understand and perform the actions required of them to facilitate the smooth migration
of communications services.

A customershould not be expected to navigate the migration process. However, they need to take
initial action as migration does not happen automatically. Working through their choice of retail service
provider, customers will need to choose the services to migrate tothe NBN or an alternative
telecommunications network beforethey are disconnected from their existing host network.

Customers are encouraged to migrate theirservicestothe NBN as early as possible in the migration
window to ensure service continuity.

The telecommunications industry has the collective responsibility to work togetherand support
households and business customers movingtheir services to the NBN with no or minimal disruption.

Role and principles of the Migration Assurance Framework

The Migration Assurance Framework (MAF) establishes principles that guide the migration process and
setsout the agreed roles and responsibilities of all telecommunicationindustry parties fora seamless
service transitiontoan NBN fixed line service for consumers and businesses.

The framework has been developed in close collaboration with the telecommunications industry.

Industry parties have agreed to apply the framework and work together to safeguard continuity of
service. Industry have also agreed to aset of operating principles and have committed to:

° working closely to coordinate all industry led activities in the migration process so thatitis
seamlessto the customer.
° accurate, timely and consistentinformation between all parties, to allow for transparency of any

identified migration issues. nbn have agreed to work together with retail service providers to
develop consistent customer communications messaging, relating to industry obligations
including through theircall centres.

2 For example, Special Services (mostly business data products) may not be subjectto these migrationrules. Itis
important for all business customers to discuss with their retail service provider which of their services may need
to migrate ahead of disconnection. For more information on services to be disconnected refer to
www.nbnco.com.au/connect-home-or-business/information-for-home/will-it-work-over-the-nbn/what-services-
will-be-switched-off.html
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° encouraging early migration to enable service continuity for customers and assisting customers
who wish to continue using fixed lineservices in the migration window to understand they need
to initiate action to migrate to the NBN before the Disconnection Date.

° workingtogetherto manage the transition of all required services from the existing Telstraand
Optus copperand HFC networks. These migration processes and solutions should provide a
framework that allows forthe management of unforeseen changes or challenges and allow for
industry and customerdriven solutions where possible.

° keepinginformed onany new access technologies beingintroduced. nbn have agreed to provide
wholesale products toretail service providers well before the migration window commences so
that retail service providers can develop theirownretail NBN-based products and services. nbn
will also make available product technical specifications (including limitations) so retail service
providers can evaluate the suitability fortheirservices to be migrated.

° making available NBN products to customers as soon as practicable so that customers can
migrate once an area is declared Ready For Service. If a retail service provider does notintend to
provide services overthe NBN, or provide capabilities to support existing over-the-top services,
they have agreed thisisto be communicated clearly to their customersinatimely mannerto
informtheirchoice.

° consistency with the broaderregulatory and contractual framework, which includes Telstra’s
mandatory disconnection obligations.

It isimportantto note that Telstra’s disconnection obligations currently only apply to the existing NBN
fixed line access technologies (ie fibre to the premises (FTTP), fibreto the node (FTTN), fibre to the
basement (FTTB), and HFC) as there are no mandatory disconnection for Telstra’s fixed line networks in
NBN fixed wireless and satellite footprints.

For the non-fixed lineareas, Telstrawill continue to offerastandard telephone voiceservicetoa
customer’s premises underthe current Universal Service Obligation3.

The MAF isintendedto drive active industry involvement without imposing undue costs orregulatory
burden. However, ifindustry or partiesinthe end to end migration process are notadhering to their
roles and responsibilities and this results in high instances of poor customer service or continuity
concerns, the Australian Government may look to regulatory and legislative mechanisms toimprove
migration processes and the customer experience.

Updates to the Migration Assurance Framework

The MAF’s predecessor, the Migration Assurance Policy (MAP) which focussed on migrationin NBN
FTTP areas, was released in February 2016 following extensive publicand industry consultation to
informand refine the draftframework.

The migration experience for FTTP areas is now mature and operating with high customer satisfaction.
Migrationinthe FTTB and FTTN areas commenced in March 2015 and September 2015 respectively
withinitial implementation challenges having been resolved. Migrationin HFCareas beganin June
2016. Learnings fromthese migrations have helped industry to continue toimprove their processes and
have alsoinformed this updated MAF.

3 http://www.acma.gov.au/Industry/Telco/Carriers-and-service-providers/Obligations/universal-service-
obligation-obligations-i-acma
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As the number of premises migrating to new NBN services per week continues to grow in 2018, nbn,
retail service providers and other participantsinthe end to end process have committed to addressing
new issues asthey arise as part of a program of continuousimprovement.

The migration processin FTTN and FTTB areas requires coordination between retail service providers
and nbn as the current coppernetwork must be cut-overto the NBN at the point of activation. Simply
put, the two networks generally cannot operate in parallel. This means that the transition process must
be closely managed to supportservice continuity to the customerand emphasises the importance on
each party performing theirroles and responsibilities identified in the MAF. The Communications
Alliance has produced an industry guidance note on the migration to FTTB/N— Comms Alliance Industry
Guidance Note (IGN 008) NBN FTTB/N Migration Processes.

The MAF recognisesthatthere are already arange of commitmentsand obligationsinrelationto
migration and disconnection which are implemented through regulatory, industry and commercial
agreements such as Telstra’s Migration Plan, the Definitive Agreements between nbn and Telstra, the
Subscriber Agreement between nbn and Optus, nbn’s Wholesale Broadband Agreement,
Communications Alliance guidelines (Industry Guideline G652:2016 NBN Migration Management), and
the Australian Consumer Law (Schedule 2to the Competition and Consumer Act 2010) and other
applicable legislation and instruments. The MAF does not seek to reproduce or modify those documents
and obligations, but ratherdraws out elements of the migration process thatare important for
supporting service continuity. Forthe avoidance of doubt, the MAF does not amend Telstra’s Migration
Plan, the Definitive Agreements between nbn and Telstra, the Subscriber Agreement between nbnand
Optus, or nbn’s Wholesale Broadband Agreement.

The MAF will be updated asrequired overtime, including to reflect further migration experience and
any new learnings from the migration of premises serviced by nbn’s fixed line access technologies,
including NBN fibre to the curb (FTTC) technology. It will continueto be opentoany part of industry to
propose improvements to this framework.

2. Policy basis

Why is migration needed?

The Australian Government has committed to delivering high speed broadband to all Australian homes
and businesses overthe NBN by 2020. At the end of June 2017, nbn had reached the half way mark of
the network rollout, passing 5.7 million premises.

Ubiquitous, fast broadband has the potential to unlock greaterinnovation and productivity across all
sectors of the economy which makes timely completion of the network and seamless migration of
services sovital. Forconsumers and businesses to reap the benefits of this nationaltechnology upgrade
and the productivity advantages it can offer, their dataand telephoneservices need to be migrated to
the new network.

As the scale of the NBN rolloutincreases, there is a corresponding volume of residential and business
premisesthat need to be migrated from the existing fixed line networks.

The process of migrating servicestothe NBNisinitiated by customers choosing aretail service provider
after consideringaplan that suits theirneeds and placing an orderfor broadband and/ortelephone
services with the chosen retail service provider. Generally, once the NBN serviceis operational ata
premises, the underlyinglocal access network service is permanently disconnected shortly after. At the
end of the 18 month migration window, Telstrais required to disconnect all remainingservices as perits
contractual arrangements with nbn.
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Service continuity for customers

Australiansrely ontheirtelephoneandinternetservicesforeveryday activities.

Service continuity is paramount inthe context of safety critical services such as medical alarms,
monitored fire alarms, and lift phones, some of which may currently run overthe top of telephony
servicesin Telstra’sand/ Optus’ local access networks. Industry is responsible for the migration process
and will take account of these services, and those who rely onthem. Failure to migrate these services to
the NBN or an alternative telecommunications network prior to their Disconnection Date may present
risks to health, safety, or otherwise cause unnecessary disruption to the customer’s everyday lives. Asa
result, industry partiesinvolved in the migration process willwork actively to facilitate migrations early
inthe migration window and wellbefore the scheduled mandatory Disconnection Date recognising
customers (orin some cases, building managers) mustinitiate migration. Users of safety-critical services
should speakto theirservice providers and equipment providers for advice on migrating.

The successful migration of telecommunications servicesis also reliant on the customer understanding
what actions must occur to complete the migration before their services are disconnected. nbn, retail
service providers and, whererelevant, application service providers are responsible for providing
relevantinformation to customerstoinform them of the disconnection process andrisk, and the steps
they needto take and when to successfully migrate their services. In some circumstances, this may be
challenging for some customers. For this reason, the MAF also identifies types of customers who may
need extrasupportto migrate before the Disconnection Date (see section 6.2).

The MAF is not intended to confuse the need for the customerto contact a retail service provider of
theirchoice to place an orderwhich commences the migration process tothe NBN or to an alternative
platform before the Disconnection Date. Similarly, any third-party service operating over the top of the
formertelephoneservice orthe NBN remains the responsibility of the customer of that service.

3. Industry Information

The process of migrating servicestothe NBN is multifaceted and requires coordination between
multiple partiesinthe endto end process. A successful migration processis therefore underpinned by
two critical components:

a) A clear allocation of roles and responsibilities

All partiesinvolvedinthe migration process must be clearabout theirroles and responsibilities
and play their part inthe correct sequence. Ongoing co-operation, commitmentand resources
are required from all key stakeholders. The MAF outlines the high levelroles of key playersinthe
migration process.

b) Information sharing and data stability

To support the migration and disconnection process, transparent arrangements relating to
information flows, and access to reliable and consistent data, needs to be available and
supported by industry. The flow of information between all industry partiesinthe endtoend
process should be, where possible, all-inclusive and allow for transparency of migrationissues
that are identified. All parties should aim to make shared data accurate, timely and fit for
purpose.

The MAF outlines the key responsibilities each industry participant hasinthisregard. In
particular, the sharing of data, while respecting confidentiality and privacy, will help facilitate the
early and smooth migration of customers.
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The MAF’s predecessor document, the MAP, outlined anumber of new initiatives forimproving
information sharing between parties. These have sincebeenimplemented and include:

° Telstraisrequired underacarrier licence condition to provide nbn withits location identification
data for all active Telstralocal access wholesaleservicesin nbn’s Ready For Service regions,
where the wholesale customer has not consented to Telstra providing thisinformation. Active
service datais now being provided to nbn on a consistent basis. This information assists nbn with
managing the Medical Alarm Registerand the Fire and Lift Register, and advising customers to
migrate priorto the Disconnection Date.

° For the nbn Medical Alarm Register, most of the major monitored medical alarm application
service providers have taken advantage of nbn’s provision of a bulk-registration facility to provide
data.

° nbn has provided a bulk-registration facility for monitored fire alarm and lift phone application

service providers to provide data. Where nbn has received data containing the valid full national
number (tendigitnumberincludingareacode) of the related service, nbn has been able to
complete the registration. Where nbn has not received data containing the valid full national
numberof the related service, ithas been unable to completethe registration. nbn continues to
encourage monitored fire alarm and lift phone application service providers, and building
managers and ownersto provide critical full nationalnumberinformation for related services.

° Telstra providesinformation to Telstra Wholesale customers on abest efforts basis, withina
month of the last Ready For Service date in the month, regarding which premises are innbn’s
fixedline footprintand may therefore be subject to disconnection. Alist of services subject to
managed disconnectionis provided monthly by Telstratoits service provider customers from six
months before the Disconnection Date so that service providers have clarity on which of their
existing customers are subject to disconnection.

Once the two fundamentals of aclear allocation of roles and responsibilities and information sharing
and data stability are in place, migration experience to date and feedback from stakeholders has shown
that certain elements, or pillars, are required to support a successful migration process:

1 Serviceability

2 Product availability

3. Customerawareness and management
4 Installation and activation.
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1 2 3 4

Serviceability Product Customer Installation
availability awareness and and activation
management

Foundation: Information sharing

Foundation: Roles and responsibilities

Pillar 1—Serviceability

The first pillarinthe migration processis that thereisan NBN service to migrate to. The NBN should be
available ateach premisesin afixed line rollout region at, or soon after, the Ready For Service date for
the region. This allows the customerto place an order with a retail service provider and have the order
completed within nbn’s business as usual timeframes. Serviceability is a critical componentindriving
early migration of customers.

nbn uses a classification systemto represent the status of the physical NBN infrastructure applicable to
each premises (see Appendix A.vii). Premises that are classified as service class O(for FTTP areas),
service class 10 (for FTTN and FTTB areas) or service class 20 (HFC areas) are located in NBN Ready For
Service areas, but are currently not serviceable by NBN infrastructure. This means that customers and
retail service providers are notyetable toorder an NBN service.

nbn generally declaresan areato be Ready For Service when atleast 90 per cent of premisesinits
footprintinthatarea are passed. However, inearly FTTP rollout regions, a significant proportion of
these premises were classified service class 0, which led to a number of premises beingunableto
migrate to the NBN until late in the migration window. The proportion of non-serviceable premisesin
FTTP Ready For Service areas has significantly reduced. nbnis and will continue to focus on making the
remainingservice class Opremises serviceable.

High numbers of non-serviceable premises are less likelyin the FTTN and FTTB rollout as the vast
majority of premisesinthese areas already have copperlead-in connections between the street pillaror
nbn node and the premises.

nbn continuously addresses serviceability related issues both during and after the initial Ready For
Service. nbn continues to optimise its serviceability processes with the goal of expediting the ability to
order NBN services forserviceable customers and minimising the risk of poor customerexperience.
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Within FTTN areas there isalso a new capability to see the service class of specificcopperpairsintoa
premises (i.e. if apremises hastwo copperlines, one may be atservice class 11 and one may be at
service class 12, for example). Thisisimportantforretail service providers asit enablesthemto select
the right copper pairat time of ordering.

Premisesthatare not NBN serviceable(service class 0, 10 or 20) are exempted from Cease Salerules
underTelstra’s Migration Plan. This means customers whose premises are not NBN serviceablecan
ordera fixed lineservice thatis delivered over Telstra’s local access networks even after Cease Sale has
commenced. However, once acustomer’s premises becomes serviceable within the migration window,
they will still be required to migrate to the NBN or an alternative service before the Disconnection Date
if they wish to maintain continuity of theirfixed lineservices.

Pillar 2—Product availability

The second pillarinthe migration process focuses on the development and release of suitable NBN-
based products and services by nbn, retail service providers and application service providers to enable
servicesto be migrated early inthe migration window.

nbn provides wholesalelayer2services thatretail service providers can use as part of the network layer
to create theirownretail products and services overthe NBN. These retail products need to be suitable
for supportingthe migration of existing Telstraand Optus local access network based voice and
broadband services. nbn will make available the product technical specifications (including limitations)
so retail service providers can evaluate the suitabilityfortheirservices to be migrated.

To drive early migration, nbn, retail service providers and application service providers all need to have
suitable products for residential and business customers (including Special Services where available),
and associated processes, developed and available wellbefore an areais declared Ready For Service.

In many cases, new products or processes need to be developed and tested priorto theirdelivery over
the NBN. Thisincludesthe migration of overthe top services such as monitored fire, security and
medical alarms, lift phones, Tele Typewriters (TTYs), and payment services such as EFTPOS and ATMs.
Business customers may also require the development of more complexproduct solutions.

Broadband services

The core NBN wholesale service provided to retail service providersis nbn’s Ethernet Bitstream Service.
Thisis a wholesalelayer 2service which provides Ethernet based connectivity between the customer’s
premisesand aretail service provider’'s network interconnection at one of nbn’s 121 Points of
Interconnect.

The majority of retail service providers who offerservices over the NBN use this connectivity to provide
a high speed broadband service by combiningtheirown higherlayerservices (e.g. email accounts,
internetaccess etc.) tocomplete theirretail offer.

Voice services

As part of nbn’s Ethernet Bitstream Service offeringfor FTTP, FTTN, FTTB and HFC access technologies,
nbn provides additional Ethernet Bitstream Service features to enable different quality of service
optionstobe developedin retailservice providers’ retail products overthe NBN. These features are
calledtrafficclasses, and an example isthe use of trafficclass 1 to provide a priority traffictreatment
for priority traffic, such as voice. Trafficclass 1 is prioritised over other trafficclasses, enabling avoice
call to continue uninterrupted even if alarge volume of broadband trafficis also being downloaded or
uploaded atthe same time.
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Where nbn determinestoservice apremises using FTTP access technology, nbn provides a Network
Termination Device (also known asan NTD or NBN Connection Box) which includes two UNI-V ports
which have been provided to allow retail service providers to offeravoice service without the need for
additional powered retail service provider equipment at the customer’s premises. These UNI-V ports
can only provide the voice service afteraretail service provider configures the serviceto operate over
the NBN network (e.g. dial tone, calling capabilityetc.).

For premisesserviced by FTTN and FTTB access technologies, the NBN network boundary pointis the
first socketinthe premises (in most FTTN instances) or the customer side of the main distribution frame
(forpremisesserviced by FTTB technology and a small percentage of FTTN premises). As aresult, the in-
premises equipmentis generally supplied by the retail service provider. Voice services overthese
technologies are provided by retail service providers viathe retail service provider supplied or specified
gateway device (premisesin FTTN and FTTB areas do not have an NBN Connection Box). Insome
instances, aretail service provider’s specified gateway device may also have analogue telephonyports
so that the customer can use theirexistinganalogue telephone handset.

For premises served by HFC, nbn providesa NTD with a single active UNI-D port. As a result, the
additional in-premises equipmentis generally supplied by the retail service provider. Voice services over
HFC are provided by retail service providers via the retail service provider-supplied or specified gateway
device.Insome instances, aretail service provider’s specified gateway device may also have analogue
telephony ports sothatthe customercan use theirexisting analogue telephone handset.

The features and quality of the end to end voice service are dependent on the underlying NBN Layer 2
service and how the respective retail service provider has configured its higher layer voice network
equipment as part of its retail offer.

Pillar 3—Customer awareness and management

The third pillarinthe migration processfocuses on customer activities that drive early migration by
customers. Customers who have active fixed line telephone and broadband services need accurate,
useful, consistentand timely information from all industry parties regarding the stepsinvolvedin
migrating theirservices.

Customersinan NBN rollout region typically receive multiple communications from nbn and retail
service providers, andin some cases application service providers and other organisations (such as
equipment providers).

Customerswho are impacted by the rollout require early and effective communication around the need
to migrate existing fixed lineservices onto the NBN orto an alternative telecommunications network.
Specifically, customers need to receive consistent, accurate and timely messages from nbn, their chosen
retail service providerand theirapplication service providers regarding the timing of migration and
disconnection; the process involved in migration; potentialimpacts of migration (or disconnection, if
they choose notto migrate) on theirservice and equipment, and updates from their retail service
provideron the status of their NBN connection.

Customerinformation should be availablein arange of forms e.g. verbally through customerservice
representatives, on company websites and viadirect mail. This responds to the fact that various
customersegments may differintheir preferred means of accessinginformation. nbn also provides
customerawarenessinformation and direct mail materialviaits PublicInformation on Migration

program (see AppendixA.ii).

Some customers may require additional supportin the migration process. To assist with this, the MAF
sets out actions that should be taken by various parties engaged in the migration process (e.g.
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customers, medical alarm providers, application service providers, equipment providers, retail service
providers, nbn, etc.). All of theseactions, when taken together, are intended to ensure the customeris
made aware, well before the Disconnection Date, of the need to migrate theirservices (including any
medical alarm service), and the potential impacts of disconnection. This willhelpin ensuring early
actionis takento migrate services that may be used to supporta person’s health orsafety,andasa
result minimise the risk of inadvertent disconnection forthese customers.

It isimportant to note that once the Disconnection Date is reached and the managed disconnection
period begins, most telecommunications services* of customers without avalid NBN order (including
those supporting medical alarms, monitored fire alarms, lift phones, and those used by vulnerable
customers) will be subject to service restriction and disconnection. Thisincludes services thatare
registered on nbn’s Medical Alarm Register or which are identified by Telstra as Priority Assistance
customers.

A smooth migration process also requires appropriate avenues for customers to raise issues or queries if
they encounter problems related to theirretail service provider, orthe connection and operation of
their NBN service.

Customerfocused and responsive complaint management protocols seek to provide customers with
confidence inthe migration process.

In the time since the MAF’s predecessor document was released in February 2016, there has been
significant progress and improvements in engaging customersin the migration process. These nbn
actionsinclude:

° National Community Relations Team continuing to work closely with community and peak
industry body groups, with anumber of additional groups being added as community partners

° Implementation of initiatives to engage better with customers with critical safety services, and

° Working with Telstrato reduce the number of Disconnection Dates per month, generally to one

Disconnection Date per month. This assists in simplifying the migration process by enabling more
centralised and efficient communication strategies by all partiesinvolved in the migration
process.

Retail service providers are also encouraged to support early migration by considering allowing
customers with standard voice and internet services to migrate tothe NBN without early termination
chargesfor the migration.

Pillar 4—Installation and activation

The fourth pillarin the migration process focuses on the installation and activation activities that take
place aftera customer placesan order.

nbn needsto provide accurate, consistentand timely rollout forecasts to the industry. This should result
inmore accurate and timely activation forecasts provided by retail service providers and will inform the
community messaging with regard to the timing of nbn’s network availability in an area, and encourage

early migration.

4 There are a limited number of services thatare exempt from mandatory disconnection, for more information on
services to be disconnected refer to www.nbnco.com.au/connect-home-or-business/information-for-home/will-it-
work-over-the-nbn/what-services-will-be-switched-off.html
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Providing adequatefield workforce resources in Ready For Service areas and planningaccording to
ordervolumeswill contribute to the activation timeframeforservices overthe NBN beingas short as
possible, hence improving customers’ migration experience.

This pillaralso covers areasincluding the role of the cablingindustry, disconnectionsin error, and
measuresto ensure service continuity.

For premisesin FTTN and FTTB areasit isimportantforall parties to be aware that new in-premises
equipmentmay be required (e.g. agateway modem which is compatible with the NBN). Retail service
providers are responsible for providing the equipment and ensuringitisinstalled correctly, either by the
customeror a professional technician.

In most cases neitheran nbn nor a retail service providertechnician will visit the customer’s premises to
activate a service. Unless the customerrequires assistance with installation, retail service providers
need to ensure that customers are provided with tailored information as well as clear self-installation
instructions.

nbn has continued to work with retail service providers to furtherrefine migration processes toimprove
customerexperience. These activitiesinclude:

° continuingto undertake initiatives to optimise its Delivery Partners’ installation and activation
capacity, and isliaising on those matters with retail service providers
° an ongoing commitmentto processimprovement by determining root causes of FTTN activation

errorsand to implementingimprovementinitiatives (such as a Fast Fix process for retail service
providersto quickly escalate activationissuesto nbn)

° an improvementtothe Ready For Service forecast accuracy and increased its service class 2and
12 thresholds. nbn and retail service providers communicate regularly about outgoing and
incoming forecasts, and

° in circumstances where there is unusually high demand in anarea, nbn may undertake
communication activities toinformretail service providers and customers.

4. Roles and responsibilities of industry

Effective migration requires ongoing co-operation, information exchange and appropriate resourcing by
allindustry stakeholders. Itisimportant that the telecommunications industry equipment providers and
application service providers are aware of theirrespectiveroles and responsibilities in the migration
process so that a customerreceives seamless and effective migration to an NBN service.

Service continuityis paramount.

Industry have a shared responsibility to ensure the timely, effective and fair resolution of any disputes
involving the migration of services tothe NBN.

Respective roles and responsibilities are separated outinto overarching responsibilities across all fixed
line NBN technologies, and theninto the responsibilities particularto each technology type. The
majority of the responsibilities called out underthe specificnetwork types occur as a result of the
differentinstallation and activation requirements of that particular network access technology. For
example, premises connected tothe FTTP and HFC networks will have their NBN equipmentinstalled
inside and outside of the customer’s premises. This means that migrations are reliant on atechnician
attendingthe customers’ premisestoinstallequipment both to connect the premisestothe network
and to activate services.
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For premises beingconnected tothe FTTN and FTTB networks, there is norequirementfor NBN
equipmentinthe premisesand as a result, the majority of connections will notrequirean nbn
technician toaccess the premises, although residents and businesses need to test theirservices and
confirmthey have a working NBN connection at the time of activation orsoon after.

The following sections identify the high levelroles and responsibilities of each key stakeholderin the

migration process:

° nbn

° Telstra (as disconnecting network provider)

° Optus (as disconnecting network provider)

° Telecommunications retail service providers

° Application service providers and equipment providers (including monitored medical alarm

service providers and providers of unmonitored emergency dialler equipment, and providers of

Tele Typewriters)

° Customers—residentialand business
° Building managers (building owners, managers, bodies corporate)
° Cablingindustry
° Telecommunications Industry Ombudsman (TIO).
Pillar1 Pillar 2 Pillar 3 Pillar 3 Pillar 4
Migration topic | Serviceability [ Product Customer | Customer Installation
development | awareness | management | &
activation
v v v
v
Optus (as disconnecting v
network provider)
Retail service v v v v
providers
Application service v 4 4 4
providers
Equipment providers v v v v
Residential customers 4 v
v v
v v v
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4.1 NBN Co Limited (nbn)

nbnis responsible for:

::'!" e . construction, operation and maintenance of the NBN
'_'u.. ' network ° supplying wholesale products
y ; ° working with retail service providers to install and activate
services

Overarching roles and responsibilities

nbnis responsible forbuilding, operatingand maintainingthe NBN, and therefore hasacentral role in
facilitating migration. nbn’s responsibilities include making premises serviceable, supplying wholesale
products, working with retail service providers to activate and assure services, carrying out network
repairs and maintenance, and communicating with customers about the network rolloutand migration
processes.

nbn responsibilities across all network technologies

Information sharing:

° provision and management of relevant dataandinformationto key industry stakeholders,
including with Telstraand Optus (as disconnecting network providers), application service
providers and retail service providers, to facilitate the early migration of customers and prioritise
service continuity

° key data flows are detailed in Appendix A.i under ‘Key industry data flows to support migration’,
and

° working with retail service providers to identify and resolveissues during the migration process as
they arise.

Serviceability:

° constructing, operatingand maintainingthe NBN

° maximising the number of serviceable premises at all sites, including complex sites, priorto the
Ready For Service date to allow migration to occur as soon as possible

° making premises (including complex premises)that are not serviceable atthe Ready For Service

date serviceable inatimely manner, to allow migration to occur as soon as possible afterthe
Ready for Service date

° proactively identifying and addressing serviceability constraints as soon as possible after Ready
For Service

° making premisesin Service Continuity Regions serviceable to allow migration to occur as soon as
possible

° where nbnidentifies thata premises has beenincorrectly classified as serviceable more than one

month, but less than six months outfromits Disconnection Date, endeavouring to make the
premises serviceable, and where thisis notachieved, rolling back the premisestoanon-
serviceableserviceclass, cancelling the retail service provider orderand moving the premises into
a Service Continuity Region

° high numbers of non-serviceable premises are less likelyinthe FTTN and FTTB rolloutas nbn’s
network s linked to pre-existing copperwiring atthe street pillarorina building’s
communications room

Rerail Application Equipment Residential Business
]EII;I“ S-“:.:S oo I.- : oo : LSI : us‘ :
service provider service providers praviders customers cusiomers
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° informing retail service providers of changesin the access technology proposed to be used to
connecta particularpremisestothe NBN

° providing accurate, timely and consistent network and service readiness information to retail
service providers withwhom nbn has a Wholesale Broadband Agreement

° making accurate information available to customers regarding the serviceability status of their
premises

° providing retail service providers with certainty of the network footprint, to enablethemto

provide clearand accurate information to their customers well before the Disconnection Date
aboutthe actionstheyneedtotake to migrate, and

o providingcommitments forenhanced service levels for priority assistance connections and
priority assistance serviceassurance.

Product availability:

° ensuringtimely release of suitable wholesalelayer 2 products to facilitate development of retail
products

° providinglayer2wholesale products that allow retail service providers to add additional
functionality

° makingavailable the product technical specifications (including limitations) so retail service
providers can evaluate the suitability for their services to be migrated

° hostingthe Product Development Forum to enable appropriate stakeholder consultation on
future product changes

° managing nbn’s Industry Self-Test Facilities (informally known as plugbench) to enable application

service providers and equipment providers to test compatibility of their equipment/devices over
arange of retail service providers’ services, and

° if nbn decides to make a commercial release of product functionality foraclass of Special
Services, progressively releasing White Paperstoillustrate the capability of nbn’s fixed line
network technologies as suitable migration pathways for that class of Special Service.

Customerawareness and management:

° undertaking publicand industry awareness and education activities to support migration through
its PublicInformation on Migration campaign, including notifying customers of the need to
migrate existingand compatible fixed lineservices to the NBN, and the impact of nbn’s network
availability ontheirfixed lineservices (see Appendix A.ii)

° working with community and peak industry body groups to seek input as part of a continuous
improvement process focused on maximising service continuity and facilitating aseamless
migration experience for customers

° providinginformation to customers thatisinstructive, clearinits purpose, and easy to
understand

° providing customers with clearinformation regarding the operation of NBN-based services during
a poweroutage

° providinginformation to business customers

° providing clear, consistent messaging templates for retail service providers and otherindustry
participants to use when communicating to customers

° developing and implementing a process for communicating to customers about Special Services

and the implications of disconnection and migration on those servicesincluding, whererelevant,
encouraging customers to talk to theirretail service provider

° working closely with retail service providers to resolveissues and providing transparent, detailed
information astowhy these issues may have occurred

- 5 Rerail Application Equipment Residential Business Building
ki RO e # “provder L"‘ . l ome s
service provider service providers providers custamers customers managers
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° where a customer contacts nbn directly, answering their general network questions, and referring
themto theirretail service providerortheirapplication service providerand/or equipment
providerif the customerneedsto discuss specificdetails of their retail service

° providing tailored communications to those customers that require additional assistance to
migrate theirservices (seesection 6.3), and
° working with the fire protection and lift maintenance industries to assist with the migration of

safety critical services (seesection 6.2).

Installation and activation:

° working with its wholesale customers to coordinate and sequence customerappointmenttimes
includingwhere there may be delays in activations or appointment timekeeping

° undertaking serviceability and connection related activities (to the extent thisis associated with
an NBN connection, service or network element)

° working with its Delivery Partners to optimisefield technician activation capacity requirements
for each areareleased as Ready For Service

° working with Delivery Partners to optimisefield technician trainingto competently complete
technical work associated with equipmentinstallation, service activations, and assurance
activities

° coordinating faultrectification and assurance processes (to the extent thisis associated with
nbn’s aspects of the network and service delivery)

° ensuringthat NBN services are installed in atimeframe that enables responsible parties to
migrate theirservices with minimal service disruption, and

o working with industry to continually improve processes and ITinterfaces that facilitate seamless

migrationtothe NBN.

Migration of monitored medical alarmsand unmonitored emergency diallers:

° maintaining, promoting and managing the Medical Alarm Register, including:

° offering the ability toregister the details of a premisesin which amedical alarmislocated

° maintaining thatinformation until advised that the service has been migrated

° providing Telstra with details of premises entered on the Medical Alarm Registerso that
the premises can be flagged as havinga medical alarm present

° updating (where possible) the information held on the Medical Alarm Registerup tothe
pointat which a service is migrated ordisconnected

° promoting customerawareness of the actions they need to take so that their medical

alarms are successfully migrated tothe NBN or an alternative telecommunications network

earlyinthe migration window and well in advance of the Disconnection Date, including:

° providinginformation to customers, medical alarm service providers and medical
alarm equipment suppliers about the impact of migration and disconnection of their
servicesandthe need to migrate early

° encouraging customers to contact their monitored medical alarm service provider
and retail service providerearly inthe migration window to reduce the likelihood of
migration difficulties

° advising customers with unmonitored emergency diallers to contact theirequipment
providerforadvice on migration oralternative options
° promoting registration on the Medical Alarm Registerforall users and sellers of

monitored medical alarms and unmonitored emergency diallers and notification to
nbn (viatheirapplication service providerin most cases) when the service hasbeen
successfully migrated to another network so these services can be identified as such
on the Medical Alarm Register

- 5 Rerail Application Equipment Residential Business Building
ki RO e # “provder L"‘ . l ome s
service provider service providers providers custamers customers managers
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° providinginformation to customers with services registered on the Medical Alarm
Registerregarding the steps required to migrate their monitored alarms or
unmonitored emergency diallers where possible and if necessary, contacting
individual customers who are registered on the Medical Alarm Registerto provide
information directly, and

° working with the monitored medical alarm industry oninitiatives to support continuity of
service forcustomers.

Migration of monitored fire alarm and lift phoneservices:

° managingthe Fire and Lift Register, including encouraging the registration of the full national
number (tendigitnumberincludingareacode) and developing a process forretail service
providerstoadvise nbn of the Unconditioned Local Loop Service 161 number (where relevant)
overwhich the service operates andits associated building address

° participatingin the Fire Alarm and Lift Phone Roundtable andits associated industry working
groups
° promoting awareness of the impact of migration and disconnection on the customers’ monitored

fire alarmand lift phone services, including the action that needs to be taken to ensure those
services are successfully migrated to suitable alternative services early in the migration window

° developing ways to provide information to building managers/owners, bodies corporate, lift
maintenance providers, firealarm monitoring companies and customers about the likely impact
of migration and disconnection on theirservices, and the need to migrate early

° providing Telstrawith regularand up to date Fire and Lift Register datafeeds that contain the
relevantfull national number, Unconditioned Local Loop Service 161 number of the fire alarm
and/orlift phone service

° encourage application service providers to update dataon the Fire and Lift Register, and

° where relevant, ensuring that NBN services are installed in atimeframe that enables other parties
to migrate monitored fire alarm and lift phone services without unreasonable service disruption.

Additional responsibilities for nbn at FTTP premises

Installation and activation:

° schedulingfield technicians to perform external and internal installation of the premises
connection device (also known as the NBN Utility Box) and the NBN Connection Box atthe
premises, and

° advisingthe retail service provider of scheduled installation dates and providing subsequent
notification when services have been activatedin nbn’s network.

Additional responsibilities for nbn at FTTN and FTTB premises
Installation and activation:

° informing retail service providers of the timing of the service activation
° coordinating the timing of network transition to maximise service continuity
° promoting service continuity forservices operating on Telstra’s local access networks during the

migration window (following asset transfer).

Customerawareness and management:

° working with retail service providers toimprove communications to customers about the
migration processes, includingin relation to expected disruptions to services and customers’
participationininstallation and activation processes

° working with retail service providers to ensure that customers are aware if they needtobe in
attendance for cut-overappointments, and

5 Rerail Application Equipment Residential Business Building
IEII.\.“I S-“:':S ke Pr ~aulE 5 l-". z l.- * i
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° providing customers with clearinformation regarding the operation of NBN-based servicesina
poweroutage.

Additional responsibilities for nbn at HFC premises
Installation and activation:

° schedulingfield technicians to perform external and internal installation of the premises
connection device (also known asthe NBN Utility Box) and the NBN wall plate/HFC NTD at the
premises

° advisingthe retail service provider of scheduled installation dates and providing subsequent

notification when services have been activated in nbn’s network, and

Customerawareness and management:

° educating customers on the multiple HFC/Pay TV configurations that existin their premises and
how the nbn installation may affect their existing services, including thatif the same HFC lead inis
usedforthe NBN and legacy services (broadband/Foxtel), the services will be provided in parallel.

Rerail Application Equipment Residential Business Building
nbn Telsira Optus A ikiar s el et e e
service provider service providers providers customers customers managers
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4.2 Telstra (as disconnecting network provider)

Telstra (as disconnecting network provider) is responsible for:

° progressively disconnectingits local access networks

° sharingwholesale customerinformation with nbn and Telstra
Wholesale customers

° working with nbn, Telstra Operations and Telstra Wholesale

customers onthe continued implementation of the
disconnection framework

Overarching roles and responsibilities

As the disconnecting network provider, Telstrais responsible for progressively disconnectingits local
access networksin NBN fixed line rollout regions as services are migrated or cancelled and for
disconnecting remaining active services atthe end of the migration window in line with its regulatory
obligations.

Telstrahas worked cooperatively with nbn to develop adisconnection framework that enables retail
service providers and application service providers to support service continuity fortheir customers
duringthe migration and disconnection processes. Telstrais workingin cooperation with nbn and retail
service providers on the continued implementation of this framework.

Telstra responsibilities across all network technologies

General:

° disconnecting remaining active services on Telstra’s local access networks at the end of the
migration window

° working with nbn on the continued implementation of the disconnection framework, and

° reconnecting aservice when adisconnection has occurredin error (based on current business as

usual processes).

Information sharing:

° sharing data and information (key data flows are detailed in AppendixA.i under ‘Key industry data
flows to support migration’) with nbn and Telstra Wholesale customers, to facilitate the early
migration of customers and prioritise service continuity, including:

° making available to Telstra Wholesale customers and Telstra Retail, information whichis
directly related to the disconnection of their services or networks as a consequence of the
migration

° providinginformation to Telstra Wholesale customers regarding which premises are in
nbn’s fixed line Ready For Service footprint and may therefore be subject to disconnection

° disseminating the location of eligible monitored firealarm and lift phone services that have

beenidentified on nbn’s Fire and Lift Registerto retail service providers and nbn from six
months before the Disconnection Date
° informing Telstra Wholesale Unconditioned Local Loop Service customers of the process nbn has
established toidentify fire alarm and lift phone services supplied overa Unconditioned Local Loop
Service, toassistthemin obtaining the benefit of deferred disconnection, and in support of nbn’s
ongoing migration assistance thereafter
° the disconnection information referred to above is updated monthly (on a best efforts basis) from
six months before the Disconnection Date, so that retail service providers have clarity on which of
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theirexisting customers are subject to disconnection and can then assist these customersto
migrate and understand the implications of disconnection, and

pursuantto a Carrier Licence Condition, Telstrais required to provide nbn withits location
identification dataforall active Telstralocal access wholesale services, subject to disconnection at
the respective Disconnection Date, in nbn’s Ready For Service regions from six months before the
Disconnection Date, where the wholesale customer has not consented to Telstra providing this
information.

Migration of monitored medical alarms and unmonitored emergency diallers:

flaggingto Telstra Retail, and Telstra Wholesale customers the premises that nbn advises are on
the Medical Alarm Register from six months before the Disconnection Date until the premises has
beendisconnected orsuccessfully migrated tothe NBN or an alternative telecommunications
network

updating thatinformation, as advised by nbn, until the service has been successfully migrated or
disconnected from Telstra’s local access network, and

before processing abusiness as usual disconnection request during the migration window, using
bestendeavourstocheck with a Telstra Wholesale customer submitting a disconnection request
for aservice thatisflagged as having a medical alarm that the disconnection of the service should
occur if the If the Telstra Wholesale customer consents to the disconnection or does notrespond,
Telstramay proceed with the disconnection request.

Migration of monitored fire alarm and lift phoneservices:

participatinginthe Fire Alarm and Lift Phone Roundtable and its associated industry working
groups

flagginginits systems and data interfacesand providing to nbn the premisesthat correspondto
the full national numbers or Unconditioned Local Loop Service 161 numbers that nbn has notified
to Telstraso that they can be subjectto deferred disconnection and in support of nbn’s ongoing
migration assistance thereafter

disconnectingitslocal access network services afterthe Disconnection Date in accordance with its
Migration Plan obligations, noting that atemporary extension applies to eligible monitored fire
alarm and lift phone services that are notified to Telstraby nbn as being registered with nbn on
the Fire and Lift Register with the relevant service details (including the full national number or
Unconditioned Local Loop Service 161 number, as applicable) and therefore exempt from
managed disconnection until after 30June 2017

before processingabusiness as usual disconnection request during the migration window, in
relationto any registered monitored fire alarm or lift phone service notified by nbn, using
reasonable endeavours to check with a retail or wholesale customer submitting that
disconnectionrequest that disconnection of the service should occur, and

assisting nbn with development of processes toimprove identification of fire and lift services
including reconciling addresses, service data, network and customer data as applicable.

Additional responsibilities for Telstra at FTTN and FTTB premises:

disconnectingrelevant Telstralocal access network services and products upon receipt of nbn
notification of the successful transition of aservice tothe NBN, in accordance with
Communications Alliance Industry Guidance Note (IGN0O08) NBN FTTB/N Migration Processes.
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4.3 Optus (as disconnecting HFC network provider)

Optus (as disconnecting HFC network provider), is responsiblefor:

° progressively disconnectingits HFC network as services are

0 PT U s migrated tothe NBN or as customers make an informed choice

not to migrate tothe NBN

° working with nbn to supportservice continuity during the
migration process.

Overarching roles and responsibilities

As a disconnecting network provider, Optusis responsiblefor progressively disconnectingits HFC
networkinline with the obligationsinits Subscriber Agreement with nbn.

Optus responsibilities across all network technologies
General:

disconnecting remaining active services onits network atthe end of the migration window

providing customers with sufficient time to migrate to theirservices within the relevant migration
window

working with nbn to develop andimplement migration processes that support service continuity
for customers as they migrate to the NBN, and
reconnectingaservice whenadisconnection has occurredinerror.

Information sharing:

sharing data and information with nbn, to facilitate the early migration of customers and
prioritise service continuity, and

working with nbn and the rest of industry to identifyand resolve issues during the migration
process as these arise.

Customerawareness and management:

providing customers with clearand explicitinformation regarding the disconnection of their
services on Optus’ HFC network and the stepsthey needto take to migrate theirservices
ensuringthat communications to customers regarding the general migration process to the NBN
and disconnection of Optus’s HFC network align with nbn messages, and

if requested, advising customers to contact their overthe top service providerabout migration
optionstoensure that their medical alarms, unmonitored emergency diallers, monitored fire
alarmsor lift phone services are migrated onto the NBN or alternative telecommunications
networks before disconnection of the legacy HFC network service(s).
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4.4 Telecommunications retail service providers

Retail service providers are responsible for:

° the directservice relationship with the customer

° purchasing wholesale NBN services,adding additional
functionalityand packaging these servicesforsale to customers

° working with nbn to facilitate installation and activation of NBN
services

° ensuring customers have suitable in-premises equipmentin
place that is compatible with the NBN at the time of migration

° liaising with customers to coordinate the migration process and

provide migration advice to customers

Overarching roles and responsibilities

Retail service providers have adirect service relationship with customers. Retail service providers
purchase wholesale NBN services, and then add additional functionality (above layer 2) to package the
services forsale tothe customer.

Retail service providers are the connecting factor between the wholesale network providerand the
customer, and as a result play acritical three-fold role in the migration process. Theirfirstrole isto
design and sell retail product offerings; the second being to assist customers with selection of a retail
productto meetcustomerneedsand working with nbn to arrange installation and activation of the NBN
access service; and the thirdimportantrole isto liaise with their customers to provide general migration
information aswell as premises/customer specificadvice relating to the migration of services, and to
coordinate the customer’s participation in the migration process.

Retail service providers are the first point of contact for customers afteran order has been placed foran
NBN service to address a query about the service orto resolve complaints.

The effectiveness with which retail service providers discharge theirrolesand responsibilities willhave a
significantimpact on the customer’s migration experience.

Retail service provider responsibilities across all network technologies
Information sharing:

° sharing data and information with nbn and Telstra (as disconnecting network provider), to
facilitate the early migration of customers and prioritise service continuity (key dataflows are
detailedin Appendix A.i under ‘Key industry dataflows to support migration’)

° if the retail service provideracquires Unconditioned Local Loop Service from Telstra, promptly
providing nbnwith the Unconditioned Local Loop Service 161 numbers and theirassociated full
national numbers (ten digitnumberincluding area code) that are facing disconnection, sonbn can
data match the full national numbers with any full national numbers onits Fire and Lift Register

° working with nbn and the rest of industry to identifyand resolve issues during the migration
process as these arise, and
° working with nbn to develop andimprove business-to-business interfaces thatimprove orderand

assurance system clarity forall parties.

nbn Telsira Obtus Retail Application Equipment Residential Busingss Building
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Product availability:

considering the release dates of nbn’s wholesale productsin their business planning
developing andreleasing retail products and services (overthe NBN orother networks), so that
customers can migrate earlyin the migration window

makingtheirservicesavailablein nbn’s Industry Self-Test Facilities so that application service
providers can testthe compatibility of equipment/devices

if a retail service provider does notintend to provide services overthe NBN, communicating this
to customersinatimely mannersothatthose customers can make an informed decision with
regard to alternative providers and/orproducts and services

timely development of products for Special Services (if nbn has a white paperinrelation tothat
Special Service)to facilitate these services migrating as early as possible in their migration
window, and

participatinginthe nbn Product Development Forum.

Customer awareness:

Retail service providers provide importantinformation to customers and it should be:

easyto understand, is notambiguous or misleading and avoids the use of acronyms and technical
jargon

on retail service packages that the customer can purchase, including the customer’s choice of
retail service providers, and also including the various speed tiers available

about broadband speeds available to customers during sales processes and on their websites to
help customersto compare plans and identifyhow various applications will perform

consistent with the Australian Competition and Consumer Commission’s (ACCC’s) six principles to
guide best practice marketing of broadband speeds

clearon the needto move tothe NBN, or alternative telecommunications networks, at the
commencement of the migration window (or earlier)

clearon the likely impact of migration from and disconnection of Telstra’s or Optus’ local access
networks ontheirproducts and services

inclusive of details of the various ordering-to-activation steps the customer needs to take to
reduce the likelihood of service disruption where possible, and

clearon how Cease Sale provisions willimpact the future availability of retail services overthe
Telstralocal access network when a customeris directly impacted by this provision.

Additionally responsible for:

obtaininginformation from customers to identify all telecommunications services it supplies at

the customer’s premises that need to be migrated

making endeavours to identify their business customers with complex migration needs (e.g.

businesses with multiple services, Special Services, PABX systems)and engaging with them early

inthe migration window so thatthey can plan ahead for migration, including forthe costs

involved

first point of contact for customer queries and resolution of complaints once an orderis placed

providing existing customers with information about the product options they offerto migrate to

and makingthisinformation available to potential new customers; this information should

include:

° the differences between the services currently in use and the new services overthe NBN,
particularly forvoice-only customers who may not be familiar with the functionality of
voice overinternet protocol (VolP) services
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° processesforporting existinglandline numbers, including typical lead times for porting
requests

° the availability (or not) of priority assistance services

° availability of enhanced call handling features including call waiting, call forwarding, call

barring, and privacy protection measures such as calling number display and calling number
display blocking

° any commonrequirementfornew ordifferent customerin-premises equipment, such as
gateways, modems orrouters

° any common requirement forupgradestointernal wiring or a non-standard installation

° advice about the likelihood that pre-existing telephone sockets willbe inoperable after
migrating servicesto the NBN, and the need for re-wiring to re-establish additional working
outlets

° the effect of a power outage onthe operation of services they provide overthe NBN,

including the operation of retail service provider-supplied in-premises equipment (e.g.
gateways, modems)
° providing advice specificto the customer’s service needs and premises requirements, at the time

of placingan orderfor a service overthe NBN, withregard to:

° the migration window timeframe of 18 months following Ready For Service being declared

° requirements associated with the porting (keeping) of their existing telephone number

° checkingif the customerhas any overthe top services and advising the customerto take
stepsto migrate these services, orestablish alternative services if applicable, including
advisingthe customerto contact theirapplication service provider or equipment provider

° if additional internalwiring work is required at the customer’s premises, arranging to
undertake the wiringwork/or advising the customer to organise the upgrading of wiring

° if new in-premises equipmentisrequired

° if self-installation of retail service provider provided equipmentisrequired, and the types

of actionsthe customerisrequired to undertake as part of that installation, so that the
customercan assess if they are capable of undertaking the self-installation

° advising of alternatives to self-installation if the customeris notable to undertake the
required steps
° advisingthe customeraboutthe processinvolved in migrating services to the NBN, including:

e the Disconnection Date forthe customer’s premises
e theprocessfor fulfillingan orderandthe likely timeframe
° informingthe customer of equipmentinstallation and service activation times
° scheduling appointments fortechnician visits (as necessary) and advise customer of any
scheduling changes
° confirmingthe customer has the necessary customer premises equipment, and if not, providing
the equipmentas necessary
° notify the customer (as necessary) of the need to be presentforaninstallation oractivation
appointment
° notify the customer of any expected service outagesto be experienced as part of the standard
migration process
° for customers choosingto self-install modems, providing clearinformation, including:
° userfriendlyinstructions on how toinstall the in-premises equipment
° advice onthe timingasto whenthe customerisrequired to undertake the
self-installation
° instructions ontroubleshooting orhow to seek assistance from the retail service provider if
self-installationissues arise
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resolvingany billing, account management or service performance issues impacted by migration
with customers, and

where relevant, working with nbn to resolve any customer complaints that are related tonbn’s
wholesalenetwork.

Installation and activation:

migrating customers’ telecommunications service(s) tothe NBN or an alternative
telecommunications network, as agreed with the customer

ensuringthatany retail service provider suppliedin-premises equipment (e.g. gateways, modem)
isdeliveredtothe customerator priorto the installation and activation of the NBN service
working with nbn to coordinate and sequence customer appointment times whererequired
informing customers of progress, includingissues or delays, relatingto their NBN order

once nbn has notified activation of nbn network, testing the service to confirmitis operational
and ready for consumeruse

working with nbn and otherindustry stakeholders, such as otherretail service providers and
applicationservice providers, to migrate customers, to support continuity of service
communicating with customersinrelation to appointment times, including where nbn has
advised thatfulfilmenttimes are impacted by high demand

working with Telstra or Optus to coordinate the disconnection of existing local access network
based services as perbusiness as usual processes once acustomer’s service has been migrated to
the NBN, and confirmed as working; orthe customer has confirmed they willbe transitioning
theirservicestoan alternative network (e.g. mobile)

faultrectification and assurance processes (to the extent thisis associated with retail service
provideraspects of the network and service delivery), including:

° liaising with nbn toresolve anyissues a customer may have relating to the order,
installation and activation of their NBN service

° liaising with Telstratoresolve any issues a customer may have relating to disconnectionin
error

° keeping customers updated regarding any migration delays or unexpected service

disruptionsthat directlyimpactontheirservices

Migration of priority assistance customers:

for retail service providers that offer priority assistance services:

o notifying priority assistance customers of the likely impacts that the migration may have on
theirservices, including that failure to migrate will resultin the service being disconnected
° notifying priority assistance customers who migrate to the NBN of any differencesin the

replacementservices, and
advising customers who requesta priority assistance service whetherthey offerthese services,
and if not, advisingthem of retail service providers that do offerthis service.

Migration of monitored medical alarms and unmonitored emergency diallers:

advising theirresidential customers about the impact migration may have on medical alarms,
including:

° that failure to migrate may resultin service disruption as the Telstralocal access network
service will be disconnected
° advising customersthattheir medical alarm may not work once theirtelecommunication

servicesare migrated tothe NBN
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° advising customers to make arrangements that ensure their medical alarm will continueto
operate after migration
° where the customerindicates they are usinga monitored medical alarm, informing the

customerto registertheirdevice on nbn’s Medical Alarm Register and contact their
medical alarm service providerto ensure that the device will continue to operate after
migration

° where the customerindicates they are usingan unmonitored emergency dialler, informing
the customerto registertheirdevice on nbn’s Medical Alarm Registerand contact their
equipment providerto seek advice on how bestto ensure service continuity and available
alternatives.

Migration of monitored fire alarms and lift phones:

° participatingin the Fire Alarm and Lift Phone Roundtable andits associated industry working
groups
° advising customers about the impact migration may have on any monitored fire alarm or lift
phone service they may have, including:
° that failure to migrate may resultin service being disconnected when the existinglocal
access networkline overwhichitoperatesis disconnected
° informing customerstoregistertheirmonitored fire alarm and lift phone service on nbn’s
Fire and Lift Register (or encouraging the building managerto registerany monitored fire
alarm or lift phone service they may have on nbn’s Fire and Lift Register) as early as

possible
° informing the customerto contact theirapplication service providerto ensure their
monitored fire alarm or lift phone service will continue to operate following migration
° if the retail service provider becomes aware of or suspects the existence of amonitored fire alarm

or lift phone service, refertheir customer to the Migration of Monitored Fire Alarms and Lift
Phone Services Good Practice Guide® and encourage registration of the relevant service
information (including either full nationalnumber or Unconditioned Local Loop Service 161) on
nbn’s Fire and Lift Register, and

° if requested, assisting their customers to migrate theirmonitored fire alarm and lift phone
services well before disconnection.

Additional responsibilities for retail service providers at FTTP premises
Customer awareness and management:

The technical requirements of the FTTP network mean that NBN equipmentis installed outside and
inside the customer’s premises. As aresult, retail service providers are responsible forinforming
customers:

° of the installation and activation processes, including how to prepare forthe install, placement of
the in-premises NBN Connection Box and othercustomerin-premises equipment (which may
include retail service provider supplied equipment (e.g. gateway, modem))

° that the ability to make or receive calls during a power outage, including to an emergency service
number, depends on whether abattery backupis suppliedtothe customer’s premises and how
theirvoice service is configured

5 www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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° whetherthey offerbattery backup, before accepting an orderto supply an FTTP service tothat
customer, and

° what an nbn-supplied battery backup power unit would (and would not) do during a power
failure, including the estimated period of time backup powerwould enable the service to
operate, and that powered customer equipment and retail service provider equipment (e.g.
gateway, modem) will not operate duringa powerfailure unless it has its own backup power
supply (furtherinformationisatsection5).

Additional responsibilities for retail service providers at FTTN and FTTB premises
Installation and activation:

Transferring services from Telstra’s local access network tothe NBN FTTN or FTTB networksinvolves
migrating services overasingle copper path. As a result, the customerwill experience adisruption to
theirservices when the cut-over workis undertaken atthe pillarand node in the street, orin the
premises. Retail service providers should:

° considerappropriate safety nets and optimise their processes to maximise service continuity for
customers at the time of transferfrom the existing network to the new network, and

° obtain theircustomers’ consentviaa Customer Authorisationin line with relevantindustry
guidelines.

Customerawareness and management:

The technical requirements of the FTTN and FTTB networks mean thatthere is more variationinthe
customerin-premises equipment, and, as a result, retail service providers need to tailor their customer
information and assistance to their specificcustomers. Thisincludes:

° informing customers of the installation and activation processes and associated requirements,
includingwhetherthe customeris likely to see the technician undertaking the network cut-over
work and whetherthey needto be in attendance atthe time of activation

° advising customers of expected service outages during the transition of their services to the NBN,
includingthe expected duration of the outage
° checkingthatretail service provider supplied in-premises equipment (e.g. gateway, modem), or

customersupplied equipment has been delivered and is properly installed priorto the planned
service cut-overdate

° notifying customers when the migration of theirservice to the NBN has occurred and advising
customerstotest theirservices and notify theirretail service providerimmediately if services are
not working.

Additional responsibilities for retail service providers at HFC premises
Customerawareness and management:

The technical requirements of the HFC network mean that NBN equipmentisinstalled inside the
customer’s premises (also known as the NBN Utility Box) and the NBN wall plate/HFC NTD. As a result,
retail service providers are responsible forinforming customers:

° of the installation and activation processes, including how to prepare forthe install, placement of
the in-premises NBN Connection Box and other customer in-premises equipment (which may
include retail service provider supplied equipment (e.g. gateway, modem))

° when the migration of theirservice tothe NBN has occurred and advising customers to test their
services and make contact with theirretail service providerif services are not working, and
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° of the need toinclude asplitteras part of the in-premises equipmentif thereisalsoaPay TV
service, and the associated connection instructions (where required).

In the event of a delay to the activation of the nbn HFC services, retail service providers should work
with the relevant network providers and nbn to delay disconnection of the legacy service to minimise
disruption and promote service continuity wherever possible.
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4.5 Over the top service providers

4.5.1 Application service providers

Application service providers operate overthe top services such as:

° security, monitored medical and monitored fire alarms
° lift phones
° paymentservices

. Application service providers are responsible for:

J \. ° informing customers of the potential impact of migration on

theirservices

° assistingtheir customersin migrating application services to the
NBN or alternative telecommunications networks including
activities to support continuity of service

° having products available or sourcing products for migration to
the NBN or an alternative network

Overarching roles and responsibilities

Application service providers operate over the top services such as security alarms, medical alarms, fire
alarms, lift phones, and paymentservices (EFTPOS and ATMs), and play an importantrole in facilitating
the migration of such services.

Furtherinformation about specificarrangements forthe migration of medical alarms (including both
monitored medical alarms and unmonitored emergency diallers), monitored fire alarms, and lift phones
can be foundinsection6.

Application service provider responsibilities across all network technologies
General:

participatinginrelevant working committees, forexample the Fire Alarm and Lift Phone
Roundtable and its associated industry working groups, and

considering which migration optionis best suited to theirservice orapplication; this could be
NBN-based oran alternative telecommunications network.

Product availability:

having products available, orsourcing products, forthe migration of their servicestothe NBN or
an alternative telecommunications network

testingtheirapplications and devices at nbn’s Industry Self-Test Facilities (informally known as
plugbench) to ensure they work on retail service provider retail products delivered overthe NBN
(whererelevant), and

sourcingreplacement products and arranging appropriate migration solutions to use depending
on the technology available and providing customers with information based on technology
available tothem.
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Customerawareness and management:

° developing proactive messaging to customers about migration

° informingtheir own customers about the impact of migration and disconnection on theirservices
and premises, including clearinformation on any additional costs (e.g. new customer premises
equipment) and what steps the customer may need to take in relation to the service (such as
migration options, registration on nbn’s Medical Alarm or Fire and Lift Register (if applicable)
etc.),and

° any billing, account management or otherrelationship issues associated with theirown
customers.

Installation and activation:

° proactively identifyingand migrating their customers’ overthe top services tothe NBN, or
alternative telecommunications networks, within the 18 month migration window

o coordinating activities with nbn and otherindustry stakeholders to support continuity of
applicationservices

° undertaking any installation, or upgrading of wiring or customer premises equipment, associated
with migration of their customers (or customer premises)

° where an application service provider chooses not to provide this service option, then the
application service providerisresponsible fortimely and clear communication of the
requirements of theirequipmentand how a customer may be able to get theirin-premises
wiring upgraded (if required), or provide information on alternative products that offer
similarfunctionalitywithout re-wiring, and

° havingarrangementsin place totest customerdevices and applications promptly after migration
has taken place.

Role of monitored fire alarm and lift service providers

In additionto the application service provider responsibilities across all technologies as outlined above,
monitored fire alarm and lift service providers are responsible for:

General:

° participatingin the Fire Alarm and Lift Phone Roundtable andits associated industry working
groups, and

° where possible, following the Migration of Monitored Fire Alarms and Lift Phone Services Good

Practice Guide®.

Information sharing:

o registering accurate details of all monitored firealarm and lift phone services they provideon
nbn’s Fire and Lift Register(see section 6.2). Thisincludes:
° providing the full nationalnumber (ten digit numberincludingareacode) forthe service
° providing the building manager contact details forthe service
° keepingregistered information up to date
° providing confirmation to nbn when the service has been successfully migrated, and

° working with nbn to refine dataon the Fire and Lift Register, as required.

& www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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Customerawareness and management:

° Working with their respective customersto manage the migration of those customers’ servicesin
a way that supports service continuity. Thisis particularly importantin circumstances where an
application service provider decides notto provide dataforthe Fire and Lift Registeror
participate inthe framework provided underthe Fire Alarm and Lift Phone Roundtable and its
industry working groups.

° Where the customer’s preferred migration path is an alternative telecommunications network to
NBN, encourage early planning of migration (whether Ready For Service ornot).

° Proactivelyinformingtheir customers (including building managers) of the need to take action
earlyinthe migration window.

° Advisingtheircustomers whethertheirmonitored firealarm or lift phone services will operate
duringa poweroutage once migrated (eithertothe NBN or an alternative telecommunications
network).

° Developing processes and communications for managing customer enquiries about migrating
services.

° Providing clearinformation to customers about what technical options are available for migrating

theirservice and whatis required for each option, including upgraded equipment, installation
processes, and any associated costs.

o Assisting their customerin finding an alternative, workable solution to their existing monitored
fire alarm or lift phone service, where requested.

Installation and activation:

° Developing migration pathways for the ongoing operation of monitored fire alarm and lift phone
services.

o Developingandimplementing transition plans for migrating their customers’ services to support
service continuity.

° Where they have been advised that aservice has migrated, performingteststo ensure thatthe

monitored fire alarm orlift phone service is operable onthe NBN platform. Thisincludes
developingadequate contingency plansin case of device orservice failure.

Role of medical alarm service providers

In additionto the application service provider responsibilities across all technologies outlined above, the
following also apply to medical alarm service providers:

General:

° Working with nbn on initiatives to supportservice continuity for customers with medical alarms.

Information sharing:

° Withthe customer’s agreement, registering their customers on nbn’s Medical Alarm Register as
early as possible, including providing the relevant contact details forthe service, and keeping that
information up to date (including confirming a successful migration of the serviceto an
alternative network so the Medical Alarm Register can be updated).

Product availability:

° Developing products suitable for retail service providers’ NBN-based services or alternative
telecommunications networks.
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Customerawareness and management:

° advisingtheircustomerswhoareinanarea where the NBN has become, oris about to become,
available of the need to take action early in the migration window to ensure their medical alarm
service continues to operate following disconnection

° advisingtheircustomers how their medical alarm will operate during a power outage once
migrated (eithertothe NBN or an alternative telecommunications network)

° if requested, assisting their customersinfinding an alternative, workable solution to their existing
safety critical services, and

° where data has not been provided to nbn, working with theirrespective customers to manage

the migration of theirservicesin away that supports service continuity.

Installation and activation:

° performingteststo ensure thattheirdevices and services continueto work after migration takes
place, and developing contingency plansin case of device orservice failure.

b Telstra Optus Rerail Applicarion Equipment Residennial Building
2i51rd Hie service providers service providers providers CUSIOMErS L MANagers
Migration Assurance Framework— WWWw.communications.gov.au
telecommunications industry guide www.arts.gov.au Page 36 0of 77

www.classification.gov.au



http://www.communications.gov.au/
http://www.arts.gov.au/
http://www.classification.gov.au/

Department of Communications and the Arts August 2017

4.5.2 Equipment providers

Equipment providers operate overthe top servicessuch as
unmonitored emergency dialler equipment orauto diallers, ortele
typewriters.

Equipment providers are responsiblefor:

° accurately informing customers onthe operation of their
equipmentoverthe NBN and of the potential impact of
migration on theirservices (including during a power outage)

° having products available or sourcing products for migration to
the NBN or an alternative network

Role of all providers of equipment used over telecommunications services
Product availability:
° developing products suitable forretail service providers’ NBN-based services, including

performingteststo ensure their devices and services operate over retail service providervoice or
data services provided through the NBN access networks.

Customerawareness and management:

° advising customersif their products will continueto operate overretail service providervoice or
data services provided overthe NBN, and working with their customers to find alternative
solutionsif their products will not operate following migration

° assisting their customers in making timely decisions on what to do with theirequipment when
migratingtothe NBN, in orderto promote service continuity, and
° proactively providing accurate information to their customers regarding how their services and/or

equipmentwill operate in the event of apoweroutage if used onthe NBN platform (for further
information see section 5).

Role of suppliers of unmonitored emergency dialler equipment
Product availability:

° developing products suitable for retail service providers’ NBN-based services or alternative
telecommunications networks, including performing tests to ensure their devices and services
continue to work after migration takes place, and develop adequate contingency plansin case of
device orservice failure.

Customerawareness and management:

° advising customersif their products will continueto operate overthe NBN and working with
themto find alternative solutions if their products will not operate following migration

° advising customerstoregistertheirmedical alarm service on nbn’s Medical Alarm Register as
early as possible

° if a providerof unmonitored emergency dialler equipment retains customer records, contacting

customers to advise themthat they need to take action early in the migration window to ensure
theirmedical alarm service continues to operate following migration, and

° ensuring theircustomers are aware of how theirservices and/orequipment will operate inthe
eventof a poweroutage (furtherinformation see section 5).
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4.6 Customers

4.6.1 Residential customers

Residential customers will need to:

° informthemselves of the need to migrate their
telecommunications services and identifying upgrades or
special equipment needed

° selectingthe NBN services that will meet theirneeds

° placingan NBN order with theirchoice of retail service provider
and working with that providerto ensure theirservices work
afterthey have been migrated

Overarchingroles and responsibilities:

Migration does not happen automatically and successful migration of telecommunication services is
relianton customersinitiating the migration process forservices attheir premises. All customers are
responsible forplacingan orderwith their preferred retail service provider early inthe migration
window, following any instructions given by theirservice provider(s)and working with their service
providerto ensure theirservices work after they have been migrated.

Residential customer responsibilities across all network technologies
Customer awareness and management:
Industry participantsinthe migration process play animportantrole in assisting customers to be

informed. Customers should not be expected to navigate the migration process, however, they need to
be sufficiently informed to take initial action as migration does not happen automatically.

Customersshould be able to seek oraccess the followingto be informed:
° migrationinformation provided by nbn, retail service providers, application service providers and

otherorganisations, and understanding when the networkis availablein theirareaand when
theirexistingservices will be disconnected

° information about the migration processes and service features available at their premises

° Information toselectaretail service providerto meettheirneeds (including offers the
appropriate levelof support (e.g. priorityassistance and/or professional gateway/modem
installation)

° understanding of whatto do if they have a monitored medical or security alarm or unmonitored

emergency dialler, ortele typewriterand need to work with theirapplication service provider or
equipment provider to migrate the service ahead of the Disconnection Date

° by theirequipment providerif they have an unmonitored emergency dialler to understand
whethertheirdevicewill continueto operate overthe NBN after migration, and to seek
information on alternative solutionsif it will not, and

° information on how telecommunications services provided overthe NBN are expected to operate
duringa power outage, and considering maintaining an alternative communications technology,
such as a charged mobile phone.
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Ordering services:

The customershould notbe expectedto navigate the migration process and deal with separate
providersinthe endto end process. However, they need to take initial action as migration does not
happen automatically. Customers will need to:

° place an orderwith theirpreferred retail service providerandideally, early in the migration
window

° discusstheirvoice and broadband requirements with their retail service provider to ensure the
NBN-based service they select meets theirneeds

° advise theirretail service providerif they would like to keep their existing telephone number for
any voice services, and

° advise theirretail services providerif they have enhanced call handling features (e.g. call waiting,

call forwarding, call barring or if they require numberdisplay and/or callingnumberdisplay
blockingto continue ontheir migrated service.

Installation and activation:
The customer has arole in the installation processincluding:

° beingavailableorattendingascheduled nbn, retailservice provider and application service
providerappointments, as required

° understanding that there may be a smallinterruption to theirservice duringthe migration as
theirservice is migrated to the NBN or an alternative telecommunications network

° afterservices have been migrated, testing each of theirservices to confirmthey are operational

° placing cancellation orders after migration has successfully occurred if they have changed retail
service providers

° obtaining the assistance of any third parties (such as a registered cabler), if required (the details
of registered cablers can be found at www.registeredcablers.com.au)

° coveringthe costs associated with migration and the supply of new servicesif any additional
upgrading of wiring, change of service or customer premises equipment may be required, and

° notifyingtheirretail service provider orapplication service provider if they experience

unexpected or prolonged disruptions to service continuity during or afterthe migration process.

Complaints about NBN-based services:

nbnis a wholesale infrastructure provider that sellsits products to retail service providers, who then
add additional functionalityand provide retail services to end users.

If a customerhasa concern regarding the installation or operation of their NBN services, they should
contact theirretail service providerfirst, as they have the main relationship with the customeras well as

withnbnand are best placed to provide assistance orresolve aquery orcomplaint.

To assist, the customerwill need to:

° be aware thatnbn isa wholesale providerandis therefore only able to provide general advice as
itisnot aware of the specificarrangements between retail service providers and theircustomers

° arrange any specificactivities suggested by theirretail service provider ornbnto resolve anissue,
such as contacting a registered cablerto complete additional wiring, inatimely manner, and

° contact the Telecommunications Industry Ombudsman (TIO) to make acomplaintif theyare
unsatisfied with the response from their retail service provider (for furtherinformation see
section4.9).
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Migration Assurance Framework— WWWw.communications.gov.au

telecommunications industry guide www.arts.gov.au Page 390f77

www.classification.gov.au



http://www.communications.gov.au/
http://www.arts.gov.au/
http://www.classification.gov.au/
http://www.registeredcablers.com.au/

Department of Communications and the Arts August 2017

Complaints about overthe top services:

If a customerhasa concernwith an overthe top service, they need to contact theirapplication service
providerorequipment provider, and if they are notsatisfied with the response they should contact the
local state and territory consumer protection agency. A list of local state and territory consumer
protection agencies can be found at www.accc.gov.au/contact-us/other-helpful-agencies/consumer-
protection-agencies.

Customers with monitored medicalalarms or unmonitored emergency diallers:

Customers with medical alarms will need to be informed about the requirements of migrating to the
NBN or an alternative telecommunications network, including when the networkis availablein their
area, and whenthe existing network will be disconnected. Information is available from equipment
providers.

The customeris responsible for:

° obtaining the assistance of any third parties (such as a registered cabler), if required
° registeringtheirdetails on nbn’s Medical Alarm Register (see section 6.2)
° advisingtheirretail service providerthey have amonitored medical alarm orunmonitored

emergency dialler, sothat the retail service provider can appropriately advise the customeron
what actions they need to take

° working with theirapplication service provider, or equipment provider and their retail service
providerto safely migrate their medical alarm during the migration window, eitherto a service
overthe NBN, or a service provided overan alternative telecommunications network

° aftertheir medical alarm has been migrated, informing their monitored medicalalarm service
providerof the fact and testingtheirdevice to ensure successful migration
° for users of unmonitored emergency diallers (also seesection 6.2.1.3):

= contactingthe manufacturerof the device, orthe retailer from which they purchased the
device, to find out whetheritwill continue tofunction overthe NBN, and if required finding
a suitable alternative

= informingtheirretail service provider before migrating their services to the NBN, that they
have an unmonitored emergency dialler

= organisinganyin-home wiring changesif required

° for users of locally monitored medical alarmsin retirement villages, aged care facilities or similar

(alsoseesection6.2.1.2):

= contactingstaff at the facility to obtain further advice on migrating their medical alarm

= contactingstaff at the facility to confirmtheir device is operational after migration has
occurred

= organisinganyin-home wiring changes, if required.

Role of priority assistance customers:

° informingtheirretail service providerthat they require this service (orasuitable offering) and
placingan orderwith a retail service provider that offers those services.
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Additional responsibilities for residential customers at FTTP premises

Installation and activation:

At the time of installation, the customerwillneed to work with the installerto selectan appropriate
locationforthe installation of the NBN Connection Box, inline with nbn’s guidelines and if a battery
backup unithas beeninstalled, maintaining the unitin accordance with advice provided inthe NBN
Fibre User Guide, and ensuringthe batteryisreplaced when required.

Customers need to be familiar with the limitations of the battery backup unit (see section 5) and if this
isa remaining concern, to consider an alternative communications technology such as a charged mobile
phone.

Additional responsibilities for residential customersat FTTN and FTTB premises:

° When orderingservices, acustomerneedsto advise the retail service provider of the full national
number (tendigitnumberincludingareacode) of the existing services they wish to migrate when
placingan order.

At the time of installation:

° consider whether self-installation ora professional installation better suits theirneeds and
selecting aretail service provider that offers an appropriate level of support (if required)
° if opting forself-installation, installing any retail service provider provided equipment (e.g.

gateway/modem) as instructed by the retail service provider, noting that this may be before the
migration (i.e. network cut-over) has taken place, and

° making appropriate arrangementsininstances wheretheir retail service provideradvises there
will be a disruption to theirtelecommunications services.

Additional responsibilities for residential customers at HFC premises:

When orderinga service, acustomerwill need to confirmto the retail service provider whether they
hold an existing Pay TV services on theirexisting HFC legacy connection.

At the time of installation where anew outletis required, working with the installerto selectan
appropriate location forthe installation of the NBN Connection Box (also known as the NBN Utility Box)
and the NBN wall plate/HFCNTD, in line with nbn’s guidelines.
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4.6.2 Business customers

Business customers need to:

° informthemselves of the need to migrate and identifying
upgradesor special equipment needed
° understandingthatthe migration of business services can take

additional time where there are complexrequirements or
complexinfrastructureatthe premises

° selectingthe NBN servicesthat will meet theirneeds, and
arranging any specificactivities suggested by nbn or retail
service providers (e.g. contacting aregistered cabler)

° placingan NBN order with theirretail service providerand
working with their providerto ensure theirservices work after
they have migrated

Overarching roles and responsibilities

Migrationto an NBN service does not happen automatically and the successful migration of
telecommunication servicesis reliant on business customers initiating the migration process for services
at their premises. Business customers are responsible for considering their business needs, planning for
the requirements of migration, and working with their service provider(s) to migrate theirservices early
inthe migration window. Those with complex business requirements should contact theirservice
providervery early in the migration window, recognising that the migration of theirservices may
necessarily take longer.

Business customer responsibilities across all network technologies
Customerawareness and management
Self-education and awareness:

° reading NBN-related communications material provided by nbn, retail service providers,
application service providers and other organisations and on the tailored business section of the
nbnwebsite

° understanding the migration processes and service features of the network access technology
type for theirpremises

° understanding that the migration of business services can take additional timewherethere are
complex service requirements or complex infrastructure at the premises

° identifying the services they use that operate overthe currentlocal access networks and initiating

action with the relevantretail service providers and application service providers to migrate these
servicesearlyinthe migration window

° businesses with Special Services should make appropriate plans forany additional costsincurred
as part of migratingtheirSpecial Services

° if they have a monitoredfire alarm orlift phone, registering the details of that service on nbn’s
Fire and Lift Register (see section 6.2)

° if theirbusiness premisesisina building with amonitored fire alarm or lift phone, speaking to the

building manager, to ensure that steps are being taken to migrate any monitored fire alarm or lift
phone services, and

° understanding how telecommunications services provided over the NBN are expected to operate
duringa poweroutage, and considering maintaining an alternative communications technology,

such as a charged mobile phone.
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Ordering services:

placingan orderwith theirpreferred retail service provider orif relevant, telecommunications
service aggregator, earlyin the migration window

allowing additional timeto migrate where there are complexservice needs orthere is complex
infrastructure atthe premises

discussing theirbusiness’ voice and broadband requirements with their retail service provider to
ensure the NBN-based service they select meets theirneeds

if they have an overthe top service such as an EFTPOS machine, lift phone, orfire orsecurity
alarm, notifying theirapplication service provider(s) thatthey are inan NBN Ready For Service
region and working with theirretail service providerand application service provider(s)to migrate
the service(s) ahead of the Disconnection Date

if they have enhanced call handling features (e.g. call waiting, call forwarding, call barring, calling
numberdisplay and/or calling number displayblocking), advising their retail service provider they
would like these features to continue on their migrated service, and

working with theirretail service providerto migrate Special Services as products become
available (forfurtherinformation on Special Services seesection 6.4).

Installation and activation:

organising out-of-hours installation appointments, if required, via theirretail service provider
attending scheduled nbn, retail service provider and application service providerappointments,
whenrequired

afterservices have been migrated, testing each of theirservices to confirm they are operational
where the customeris changing to another retail service provider, placing cancellation orders
with theirexisting retail service provider, after migration has successfully occurred

obtaining the assistance of any third parties (such as a registered cabler), if required— (the details
of registered cablers can be found at www.registeredcablers.com.au), and

notifyingtheirretail service provider orapplication service provider if they experience
unexpected orprolonged disruptions to service continuity during the migration process.

Complaints about NBN-based services:

understandingthatnbnisa wholesalecarrierthatsellsits products to retail service providers,
who add additional functionality and provideretail services

if they have a concern regarding the installation or operation of their NBN service, contacting
theirretail service providerfirst, asithasthe primary relationship with the customerandis best
placedto provide assistance

beingaware thatif they wish to contact nbn directly, nbnis only able to provide generaladvice as
it is not aware of arrangements between retail service providers and their customers
arranging any specificactivities suggested by their retail service provider or nbn to resolve an
issue, such as contacting a registered cablerto complete additional wiring, in atimely manner,
and

if they are unsatisfied with the response from theirretail service provider, contacting the TIO to
make a complaint (for furtherdetail see section 4.9).
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Complex business migrations:

° understanding that, as they have complex requirements, migration will necessarily take longer
and will be more costly, so they should contact their retail service provider to commence the
migration process as early as possible in the migration window

° discussing theirspecificservice requirements with their retail service providerto develop a
migration planforany complex business services, and
° considerany associated costs as part of their business planning.

Additional business customer responsibilities at FTTP premises
Installation and activation:

° working with the installerto choose an appropriate location forthe installation of the NBN
Connection Box, consistent with nbn’s guidelines

° if a battery backup unit has beeninstalled, maintaining the unitin accordance with advice
providedinthe NBN Fibre User Guide, and ensuring the batteryisreplaced when required, and

° understandingthe limitations of the battery backup unit (see section 5) and considering

maintaining an alternative communications technology such as a charged mobile phone.

Additional responsibilities for business customers at FTTN and FTTB premises
Ordering services:

° advisingtheirretail service provider the full national number (ten digit numberincluding area
code) of the existing services they wish to migrate when placingan order.

Installation and activation:

° considering whether self-installation or a professional installation bettersuits theirneeds and
selectingaretail service providerthat offersan appropriate level of support
° if opting forself-installation, installing any retail service provider-provided equipment (e.g.

gateway/modem) as instructed by the retail service provider, noting that this may be before the
migration has taken place, and

° making appropriate arrangementsininstances wheretheirretail service provideradvises there
will be a disruption to theirtelecommunications services.

Additional responsibilities for business customers at HFC premises
Ordering services:

° confirmingto the retail service provider whetherthey hold an existing Pay TV services on their
existing HFClegacy connection.

Installation and activation:

° where a new outletisrequired, working with the installerto select an appropriate location for the
installation of the NBN Connection Box (also known as the NBN Utility Box ) and the NBN wall
plate/HFCNTD, inline with nbn’s guidelines.

° making appropriate arrangementsininstances wheretheir retail service provider advises there
will be a disruption to theirtelecommunications services.
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4.7 Building managers (building owners, managers, bodies corporate)

Overarching roles and responsibilities

Building managers have animportantrole in supporting the migration of telecommunications services
withintheirbuildings and ensuring their services migrateto the NBN or alternative telecommunications
networks. Building managersinclude commercial and non-commercial operators responsible for
administration of awide range of commercial and other premises, such as, retirement villages, nursing
homes, hospitals,and schools. Building managers are responsible for checking that their migrated
services are operational and compliant with relevant regulations and standards. Furtherinformation
aboutspecificarrangements forthe migration of safety critical services (monitored firealarms and lift
phones) can be foundinsection 6.

Building manger responsibilities across all network technologies
Customerawareness and management
Self-education and awareness:

° identifyingall services within their building which will need to be migrated, such as voice or data
servicesin common areas, monitored fire alarms, lift phones, and/or security alarms

° takingaction to inform themselves of migration requirements, including:
° whenthe NBN may be available intheirarea
° the likely impacts of migration on services
° understanding connectivity requirements within their buildingitself (including wiring and

connectivity requirements for building owned/managed active and passive equipment)

° registeringtheir building or apartmentblock with nbn at www.nbnco.com.au/connect-home-or-
business/register-your-building-or-apartment-block.html, to assistin streamlining the installation
process. nbnwill engage with the building managerto connectthe building orapartmentblock to

the NBN.
Ordering services:
° whenthe nbnis available intheirarea, taking early action to migrate all identified services within
theirbuilding well before the Disconnection Date:
° standard phone and internet servicesin common areas can be migrated by placingan order
with a retail service provider
° building managers will need to contact both a retail service providerand theirapplication

service providerto ensure overthe top services such as monitored fire alarms, lift phones,
and/orsecurity alarms are migrated successfully
° arrangingand covering costs associated with any additional upgrading of wiring or equipment
that may be required.

Installation and activation:

° providing accessto theirbuilding forthe installation of equipment
° confirmingthatall services are working correctly after migration
° ensuring services, once migrated, are compliant with relevant building standards and codes, and
° furtherinformationisavailableat section 6.6—Multi-dwelling unitcommon areas.
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Migration of monitored fire alarm and lift phone services

Building owners, managers and bodies corporate have responsibilities before, during and after
migration of their respective buildings’ monitored fire alarms and lift phones, both in the context of
theirgeneral responsibilities forthe building and also as the party purchasingthe service(s) and the
voice line(s) over which theseservices operate.

General responsibilities:

° ensuringobligations are metforthe operation of monitored firealarms and lift phones underthe
relevant building codes and standards, and
o familiarising themselves with the Migration of Monitored Fire Alarms and Lift Phone Services

Good Practice Guide”’.

Specific migration responsibilities
Initiating and taking action to migrate:

° takingaction to migrate theirbuilding’s monitored firealarm and lift phone services to the NBN
or an alternative telecommunications network
o working with theirapplication service providerand theirretail service providerto obtaina

suitable alternative telecommunications service for monitored firealarm or lift phone services
wellin advance of disconnection of the existing network

° migrating and promoting the continuity of service fortheir monitored firealarm orlift phone
duringand afterthe migration window, whetherto a service overthe NBN, oroveran alternative
telecommunications network . Thisincludes obtaining the assistance of any relevant party (such
as a registered cabler, fire alarm monitoring orlift service provider, or a retail service provider)
requiredto ensure asafe and successful migration of the service, and

° arrangingand covering costs associated with any additional upgrading of wiring or equipment
that may be required to migrate theirmonitored fire alarm or lift phone service.

Registration of services and provision of associated data:

° registeringtheirmonitored fire alarm orlift phone services on nbn’s Fire and Lift Register (which
includes providing the correct full national number (ten digitsincluding area code) or the
Unconditioned Local Loop Service 161 numberas appropriate, of the relevant services) and
keepingthisinformation up to date:

° the correct full national numberorthe 161-numberfor the Unconditioned Local Loop Service is
essential, withoutit, Telstrawill notbe able to identify services that are eligible for deferral of
disconnectionand nbn may notbe able to provide migration assistance

° it cannot be assumed that application service providers will register services, soitis essential for
building managers and owners to registerall services they are responsible for, and
° assisting nbn, if requested, to refine or confirm data on the Fire and Lift Register.

7 www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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Following migration:

° after monitored fire alarm and lift phone services have been migrated, informing theirapplication
service provider of the factand requesting atest be carried outto ensure successful migration to
the alternative service

° requestingthattheirapplication service provider notify nbn thatthe service has been migrated,
and
° in circumstances where the customer of the telecommunications service is not the building

manageror owner (e.g. a business with along-termlease forapremises), working with the
customer of the telecommunications service over which the monitored fire alarm orlift phone is
providedto ensure the above takes place.

nbn Telstra Optus ggild'ing
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4.8 Cabling industry

Registered cabling providers have animportantrole in supporting the migration of telecommunications
servicestothe NBN. Cabling providers offer services such asin-premises cabling and installation of in-
premises equipment beyond the basicnbn orretail service providerinstallation.

Cablingindustry responsibilities across all network technologies

Customerawareness and management:

° providinginformation and services to assist customersin addressingin-premises wiring
° ensuringmembers are updated with the latestinformation regarding wiring codes, and
° developing consistent arrangements to assist customers in addressing in-premises wiringissues

for example through the update of the Cabling existing telecommunications servicesin the
customer’s premisesforthe NBN via FTTP Industry Guideline (G649:2014) thataddressesin-
premises wiringissues associated with migration to the NBN.

4.9 Telecommunications Industry Ombudsman (TIO)

TheTIO is a dispute resolution service for small business and residential customers who have a
complaintabouttheirtelecommunications service in Australia. Its goal is to settle disputes quicklyinan
objective way. If acustomeris dissatisfied with the response received from theirretail service provider,
they can lodge a complaintwith the TIO. The TIO isindependent of industry, government and consumer
organisations.

If a customerlodges acomplaint with the TIO, the TIO will refer the customerto eitherthe retail service
providerornbn, depending onthe nature of the issue. Inreferring the customer, the TIO will have
regard to the circumstances of the complaintand will consider which party is best placed to assistthe
customerto conclude resolution.

Ifa complaintisrelatedtoa customer’sinteraction with nbn, forexample, damage to property or poor
workmanshipinrelationto NBN equipmentinstallation, the TIO will generally referthe customertonbn
to resolve the issue and work with them to resolution. If the complaintis related to theirinteraction
with theirretail service provider (e.g. missed appointments and long lead times), the TIO will refer the
customerto the retail service providerand work with them to resolution.

For certain types of complaints, where the TIO believes it willpromote fast and effective resolution, the
TIO will notify both the retail service providerand nbn of the complaint, and will encourage
engagement between the partiesto ensure the customer’s matteris resolved as they should not be
expected to navigate complaint resolution between industry participants.

Furtherinformationis available at www.tio.com.au.
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5. NBN service outage considerations

All telecommunications networks, like other utilities and essential services, are prone to infrastructure
damage, power outages and accessibility difficulties from time to time, and, in particular, during
emergencies and natural disasters. No telecommunications infrastructure or technology is infallible
when exposed to poweroutages orthe physical realities of a natural disaster.

Service failures can be caused by a range of issues, including but not limited to: cut cables, software or
hardware failures, and power outages.

Many customers rely on electronicequipment like a gateway ormodem in their premises that need
theirown battery backup to operate in the event of a poweroutage affecting the premises. Therefore,
customers should consideralso keeping an alternative communications technology availablesuch as a
charged mobile phone.

Power outages

Poweroutage considerations:

° all active technology requires power to operate

° nbn’s message is that services overthe NBN will not work
duringa poweroutage

° itisrecommended that customers maintain an alternative

means of communications, such as a charged mobile phone, if
theyrequire aservice toworkduringa poweroutage.

nbn’s publicmessage is that services overthe NBN will not work during a poweroutage. nbn operatesa
mix of network technologies, each with different power requirements, and, as with any
telecommunications service, service continuity cannot be guaranteed at all times. Asa general rule,
customers should notrely ona single communications technology and, if they need aservice to operate
inan emergency, they should consider maintaining an alternative form of communications, such as a
charged mobile phone.

Thisis a change in customers’ expectations, which have been historically informed by the fortuitous
continued operation of basiccorded telephone services overthe Telstralocal access network, even
though this was not part of the Telstratelephony service product specification.

Itisimportantto be aware that no communications network can provide 100 per cent operation during
poweroutagesornatural disasters. The copperlines usedinthe PublicSwitched Telephone Network
provided afortuitous benefit thatallowed, in mostinstances, forthe continued operation of telephone
servicesinthe event of apoweroutage, unlessthe network or exchange itself was damaged.

Irrespective of the network technology (e.g. copper or NBN-based), devices such as modems and
cordless phones willnot operate duringa power outage, unless they are connectedtoan
uninterruptible powersupply. This has always been the case.
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Network type Will it work during a power outage?

FTTP—with optional Battery Backup Unit Limited—Referto the FTTP section below for
furtherinformation

FTTP—without optional Battery Backup Unit No—Referto FTTP section below for further
information

FTTN No—Referto FTTN, FTTB and HFC section

below forfurtherinformation

FTTB No—Referto FTTN, FTTB and HFC section
below forfurtherinformation

HFC No—Referto FTTN, FTTB and HFC section
below forfurtherinformation

FTTP

FTTP architecture incorporates passive (unpowered) infrastructure between the powered equipmentin
the exchange and the in-premises NBN Connection Box. Over the FTTP network, battery backupis
mandatory for priority assistance customers and optional for other customers. The Australian
Communications and Media Authority (ACMA) has made service providerrules requiring retail service
providersto, as part of (and prior to) providing FTTP services, notify customers about whatan
nbn-supplied battery backup power unitwould (and would not) do during a power failure.

The battery backup unitself-charges from its mains connection and manages the condition of its
battery. The unitwill audibly and visually alert the customer when the battery needs replacement.
Battery replacementrequiresthe customerto purchase a new battery (the same type and rating as the
batteryinstalled). If there isapoweroutage and the area is serviced by FTTP, customers need to be
aware that:

° the NBN service (fixed line phone and internet) will be unavailable unless all relevantin-premises
equipment (e.g. the NBN Connection Box, retail service provider gateway/modem, etc.) is also
connectedto an alternative powersource (e.g. uninterruptible power supply unit)

° retail service providers have an obligation toinform customers about the use of their FTTP service
ina poweroutage before enteringinto an agreement with them for supply of that service

° various retail service providers offerthe option of having an nbn-supplied battery back-up unit
installedinan customer’s premises which will powerthe NBN Connection Box, and

° ifinstalled, the battery back-up unitinan FTTP installationis expected to allow the customerto

receive telephony services (provided the customer has a corded handset connected toa UNI-V
based retail service providerservice) forup to five hours (for more details, see nbn’s Fibre User

Guide).
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Itisalso importantforcustomersto understand thatthe battery backup unitsupplied by nbn will only
powerthe NBN Connection Box inside the premisesin an outage and will not supply powerto customer
in-premises electronicequipment such as gateways/modems. For this to work, the customeris required
to:

° if using the service to make a voice call, plugtheir corded phone into the ‘UNI-V’ portonthe NBN
Connection Box (note: UNI-Vis an optional feature that needs to be ordered by the customerand
supported by the retail service provider)

° if usingthe service for broadband based services, including VolP calls, provide a separate backup
poweror uninterruptible power supply to otherin-premises equipment, including modem
gateways, Wi Firouters, cordless phones and VolP equipment.

FTTN, FTTB and HFC

FTTN and FTTB operate on a similartechnical principle, however NBN active equipmentis connected to
optical fibre ina node or street cabinet. InFTTB, the ‘node’ isinstalled inthe basement of an apartment
block or complex.

For premisesinareasserviced by FTTN and FTTB access technologies, the nbn network ends at the first
wall socket. As nbn doesn’t provide any in-premises equipment, it does not provide battery backup at
the customer’s premises.

HFC uses a different network technology, howeveralso operates on the basis of nodes distributed on
aerial lines around neighbourhoods, which require powerto operate.

HFC connections require anin-premises NBN Connection Box to be installed at the pointwhere the HFC
line enters the premises. The NBN Connection Box, whichis nbn’s network boundary, requires power to
operate. No battery backup for the NBN Connection Box is provided by nbn.

nbn’s message is:

“Equipment connected over the nbn™ network willnot work during a power blackout. Consider
having an alternative form of communication handy (such as a charged mobile phone).

If you have safety-critical equipment (e.g. a medical alarm, monitored fire alarm or lift emergency
phone), speak to yourequipment provider about alternative solutions.”

Safety critical devices

If premises have orrequire safety critical devices such as medical alarms, monitored fire alarms or lift
phones, customers should consider connecting to asecondary communications technology such asa
mobile network.

Medical alarms

Many monitored alarm service providers can supply areplacementalarmthat operates overthe mobile
network ratherthansolely relying ona fixed line phone service. The mobile network connectionis
powered by the alarm’s internal battery and can therefore remain online forthe duration required by
the monitored medical alarm Australian Standard (AS4607) in the event of a poweroutage, provided
the mobile network remains available. Amedical alarm service provider or device providershould be
able to advise furtheroptionsinthisrespect.
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Monitored fire alarms and lift phones

Itisthe buildingowner or manager’s responsibility to ensure any monitored firealarm orlift phone
service isingood workingorderand meets all Australian standards and regulatory requirements, both
before and after migration. Thisincludes ensuring that services can continue to operate as required
duringa poweroutage.

When planning to migrate monitored fire alarm and/orlift phone services, building owners and
managers will need to considerthe mostappropriate telecommunications solutions to meet the service
operatingrequirements, which mayincludethe use of multiple communication paths (e.g. mobile and
NBN). Monitored fire alarm and/or lift service providers can advise on the most appropriate solutions to
keepservicesworkinginthe event of apoweroutage. Buildingowners and managers should also refer
to the Migration of Monitored Fire Alarms and Lift Phone Services Good Practice Guide?.

Furtherinformation onthe migration of safety critical devices and servicesis setoutinsection 6.2.

8 www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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6. Migration arrangements for non-standard services

6.1 Over the top services

Overthe top services orapplications are those that are operated by third party application service
providers overthe top of voice telephony services on Telstra’s local access networks. Overthe top
servicesincludesecurity, medical and monitored firealarms, lift phones, and payment services (EFTPOS
and ATMs). The migration tothe NBN represents an evolution forthe industry, involving changes to
technical, cost and performance characteristics.

Overthetop services operate by placing telephone calls over basicvoice telephony services which are
subjecttothe regular 18 month migration window in fixed line rollout areas (with certain exceptions
including the limited disconnection deferral until after 30 June 2017 foreligible nbn-registered
monitored fire alarm and lift phone services wherethe correct service details have been provided (see
section 6.2).

nbn has committed to work withindustriesto assistthem to understand the impacts of migratingover
the top services and assistthem to develop migration solutions. As part of this, nbn provides Industry
Self-Test Facilities to enable application service providers to test the compatibility of their retail
products overa range of retail service providers’ services.

This approach recognises that retail service providers do not have visibility of the applications that are
provided overthe top of theirtelephony services, and responsibility for the management of the
applicationrests with the party which providesit. Therefore customers should work with their
application service providers to take action to migrate theirservices early in the migration window, to
supportservice continuity. If retail service providers becomeaware that an overthe top service is
present, they may wish toimplement additional processes and customer assistance to assist the
migration of those services.

Due to the safety critical nature of some overthe top services such as medical alarms, monitored fire
alarms and lift phones, targeted activities are required to support the migration of these services.
Information about specific migration arrangements can be found in the sections below.

6.2 Safety critical services

Failure to successfully migrate safety critical services tothe NBN or alternative telecommunications
networks priorto the Disconnection Date may presentarisk to health orsafety.

Migration is not automatic. The customer of the telecommunications service is responsible for
initiating migration activity for theirservice with the retail service provider of their choice, and
discuss their safety critical requirements with their service and/or equipment provideras early as
possible in the migration window.

Safety critical services (including medical alarms) are not exempt from the disconnection process, and
will be subject to disconnection from the Disconnection Date. For this reason, where possible, migration
of safety critical services early in the migration window is strongly encouraged. All parties thatare
involvedinthe supply of safety critical services need to ensure that the approach to migration to the
NBN or alternative telecommunications networks takes account of these services.

The successful migration of these services and/ordevices is reliant upon the customerorresponsible
party receiving the necessary information from theirretail service provider, application service provider,
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device providerand nbn, and taking the appropriate action to migrate theirservices before the
Disconnection Date.

Service providers and equipment providers should assist their customersin ensuring that the service is
migrated to an alternative network before disconnection, and ensuringthe service isin good working
order, both before and after migration. This also applies toany overthe top service orapplication thatis
provided overthat telecommunications service, such as a medical alarm or similar device orservice.
Retail service providers also have aresponsibility to inform their customers of the impacts of migration
and disconnection and assist themin the migration process.

6.2.1 Medical alarm users

Medical alarms are used to provide acommunications capability foremergency situations, wherethe
access or use of the standard telephone handset or mobile device is not possible or not desirable. The
migration of premises with medical alarmsis made more complex by the additional technical and
financial implications and the necessary careful coordination of several parties which may be involved in
migrating the service (this may include several of: the customer, application service provider, device
provider, retail service provider, equipment provider, retirementvillage operatorand nbn). Given the
number of stakeholdersinvolved, migration therefore raises the risk that there may be service
disruption for medical alarm users.

Customers need to contacttheir medical alarm service provider, device provider or retail service
providerto make arrangements to migrate their medical alarm prior to migrating theirnormal
telephonyand broadband services. nbn has been working with the medical alarm industry to provide
information about how the NBN may interact with existing equipment, and to provide advice and
consultation on future product development. This includes ensuring that monitored medical alarm and
unmonitored emergency dialler providers are aware of how the NBN rollout would potentially impact
servicesthatwere designed torely on an entirely copper-based network, and to assistthe industryin
adaptingits products and services to the changing operating environment of the NBN.

Thisinitiative recognises that the rollout of the NBN will involve disruption to services, and permanent
changesto the operations of services because of the new technologies being used. Some existing
devices may notbe compatible with these changes. Forexample, phone services provided overthe NBN
will notwork during a power outage (with the exception of some limited use of FTTP with a battery
backup unit) and medical alarms may need to be upgraded so they can still call outin the eventof an
emergency evenifthe fixed phonelineis notavailable (for furtherinformation on poweroutages see
section 5).

There are generally threedifferent types of medical alarms that customers may be using. Thisincludes
professionally monitored medical alarms, locally monitored medical alarms and unmonitored
emergency diallers (e.g. auto-diallers and other emergency call buttons). As ageneral principle, users of
monitored medical alarms should contact their monitoring service provider to discuss migration options
and users of unmonitored emergency diallers should check with the maker of their device, who should
be able to provide advice on furtheroptions forthe device’s continued operation during a power outage
as well ashow bestto migrate their medical alarm.

nbn has a program of work to assist medical alarm users to migrate to the NBN or alternative
telecommunications networks. Importantly, solutions are available, and nbn has established atest
facility where many medical alarm providers have tested their services overthe NBN. In addition, nbnis
working closely with providers of monitored medical alarms to help themidentify and deploy solutions
to theircustomersto help keep alarms working throughout Australia’s nationwide transition to the
NBN.
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6.2.1.1 Monitored medical alarms

Professionally monitored medical alarms are compliant with Australian Standard 4607 and are used to
call a professional monitoring service forhelpinanemergency. Monitored medical alarms typically have
a base unitand wireless pendant with ahelp button onit. Whenthe buttonis pressed, the alarm base
unit’s loudspeakerand microphone is activated and used to speak to an operatorat a 24/7 professional
medical alarm monitoring service. The monitoring service can then take appropriate action such as
dispatchingan ambulance or contacting family. Professionally monitored medical alarms generally have
an ongoing monthly fee.

For information on migratinga monitored medical alarm, customers need to contact their medical
alarm service provider. Furtherinformation on the roles and responsibilities of customersin this regard
can be foundinsection4.5. Itis alsoimportant that customers register theirmedical alarm service on
nbn’s Medical Alarm Register (for further details on nbn’s Medical Alarm Register see below).

6.2.1.2 Locally monitored medical alarms

Locally monitored medicalalarms are often used in retirement villages or aged care facilities. Alocally
monitored alarm calls a nurse or staff member on-site (orata monitoringroom operated by the
retirementvillagegroup) who answers the call.

Customerswith alocally monitored medical alarm need to contact someone at theirretirementvillage
or aged care facility for further advice on migrating theiralarm. Furtherinformation on the rolesand
responsibilities of customersinthis regard can be foundinsection 4.5. It is also critical that customers
registertheirmedical alarm service on nbn’s Medical Alarm Register (forfurther detailson nbn’s
Medical Alarm Registersee below).

6.2.1.3 Unmonitored emergency diallers

Unmonitored emergency diallers have some functions similarto professionally monitored medical
alarms, but they do not exhibitall of the features of amonitored service (including prolonged operation
during a poweroutage). With unmonitored emergency diallers, when the help buttonis pressed, the
alarm unitcallsone or more programmed phone number(s) and plays a pre-recorded message or
activatesa loudspeakerto enable aspeakerphone conversation, ratherthan calling a 24/7 monitoring
centre. Generally unmonitored emergency diallers can be are purchased fora one-off price (including
online and from overseas) and have no ongoing monthly fees. Additional steps may need to be taken by
unmonitored emergency diallerusers to checkif their device will work overthe NBN and, what
limitations may exist (such asoperationinapoweroutage). If required, customers may wish to consider
alternative migration options.

For furtherinformation on migratingan unmonitored emergency dialler or auto-dialler, customers need
to contact the maker of their device beforethey migrate. Furtherinformation onthe rolesand
responsibilities of customersinthisregard can be foundinsection 4.5. It is also critical that customers
registertheirmedical alarm service on nbn’s Medical Alarm Register.

6.2.1.4 Medical Alarm Register

nbn’s Medical Alarm Registerisanimportantinitiative to help support users of medical alarms when
the existing phone networkis replaced by the NBN. The informationis being collected to help identify
households with medical alarms, and where support may be needed to assistinthe move to the NBN.
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To enable amedical alarm service to be identified and registered, the following information must be
provided tonbn:

° the physical address where the medicalalarmislocated
° the type of medical alarm (monitored, unmonitored or locally monitored), and
° the contact details of the person mostresponsible for management of the medical alarm.

Anyone can registertheiror(provided they have consent) another person’s medical alarm details online
at www.nbnco.com.au/medicalregister or by telephoning 1800 227 300. Information on the Medical
Alarm Register can be accessed, corrected or updated at any time by contacting nbn on 1800 227 300 or
emailinginfo@nbnco.com.au.

It isimportant to note that placinga premises on the Medical Alarm Register does not preventitfrom
beingdisconnected. Information from the Medical Alarm Registeris provided by nbnto Telstra, so that
Telstracan advise its wholesale customers and retail business units that those premises are flagged as
having a medical alarm and alert them to the need for particular attention to be paid to those premises.
Telstraisrequiredto disconnect all premises afterthe Disconnection Date (including those with medical
alarms) inaccordance withits legal obligations underthe Migration Plan andirrespective of whether
those services are at premises thatare flagged as havinga medical alarm orare on nbn’s Medical Alarm
Register.

Itisalso importantto note that the Medical Alarm Register contains only those services that have been
addedto iteitherbycustomers or alarm service providers. nbn advises thatit makes no warranty as to
the accuracy or completeness of the Medical Alarm Register.

6.2.2 Monitored fire alarm and lift phone services

If a monitoredfire alarm orlift phone service is not successfully migrated to the NBN oran alternative
telecommunications network priorto disconnection, the resulting service disruption could present a
significantrisk to building occupants or lift passengersin the event of an emergency. Consequently, the
successful migration of these servicesis reliant upon the responsible parties receiving the necessary
information and taking the appropriate action to migrate these services before they are disconnected.

In general terms, the customerresponsible for the telecommunications service including any overthe
top service such asa monitoredfire alarmorlift phone is responsiblefor the migration of the service.
Thisis usually the building owner, manager, or body corporate.

All buildings that have a lift must comply with relevant building codes and Australian Standards,
including workplace health and safety standards. Underthesestandards, lifts must be equipped insuch
a way that assistance can be soughtin the case of an emergency. Responsibility forensuring that these
obligations are metrests with the buildingowner, orinthe case of a strata title, the bodies corporate
(togetherreferred to as the building manager). Similarly, the building codes and relevant Australian
Standards establish requirements for fire alarms, including fire alarm monitoring, within buildings. Itis
the responsibility of the building manager, to ensure these requirements are met.

Itisthe building manager’s responsibility to ensure any monitored firealarm or lift phone serviceisin
good working orderand meets all regulatory requirements, both before and after migration. If the
building manageris notalsothe customerresponsible forthe telecommunications service on which the
fire alarmor lift phone is provided, thenitis expected that the building managerwillwork with the
customerto ensure the fire alarm or lift phone serviceis maintained according to the relevant
regulatory standards.
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To carry outtheirobligations effectively, the building managerresponsible for the maintenance of a
monitoredfire alarm orlift phone service need to be informed of the disconnection risk, and be aware
of the steps they need to take to promote compliance with their obligations.

Forindividual roles and responsibilities for the various parties involved in the migration of monitored
fire alarm and lift phone services (e.g. building managers, application service providers, retail service
providers, Telstra (as disconnecting network provider), nbn etc.) see section 4.

6.2.2.1 Long-term migration arrangements for monitored fire alarm and lift phoneservices

To supportthe migration of identified monitored fire alarm and lift phone services, aframework has
beenimplementedinresponse toindustry feedbackin 2015 that more time was needed to determine
migration solutions for these services:

° adisconnection deferral period untilafter30 June 2017, for identified and nbn-registered
monitored fire alarm and lift phone services (in areas that will reach the Disconnection Date prior
to 30 June 2017 or have already reached the Disconnection Date)

° othermonitoredfire alarm and lift phone services in areas thatare not yet ‘Ready For
Service’ orwill not reach the Disconnection Date until after 30 June 2017 will be
disconnected under business as usual arrangements

° a Fire Alarmand Lift Phone Migration Roundtable, and associated industry working groups (one
each forfire alarms and lift phones), has been convened forthe duration of the temporary
disconnection deferral period
° membership includes monitored firealarm and lift service providers, nbn, retail service

providers, Telstra (as disconnecting network provider), state and territory agencies with
responsibility for fire services and work health and safety matters, and peak bodies such as
Communications Alliance, Strata Community Australia, the Property Council of Australia,
the Owners Corporation Network, Fire Protection Association Australiaand the Australian
ElevatorAssociation

° the Roundtable meets quarterly to inform the policy framework for the migration of fire
alarm and lift phone services and monitorits implementation, and
° the industry working groups have developed migration solutions (generally based on an

alternative telecommunications networks (e.g. mobile networks) with possible NBN connectivity)
to which theirrespectiveservices can migrate, and are disseminating relevant messaging to
stakeholder groups viaa Good Practice Guide® which can be found at
WWW.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-
services-good-practice-guide.

6.2.2.2 Fireand Lift Register

The Fire and Lift Register was established as asafety netto provide assistance to those responsible for
the migration of monitored fire alarm and lift phone services. More recently, the Fire and Lift Register
has assisted inidentifying monitored fire alarm and lift phone services eligible for the above mentioned
disconnection deferralarrangements. nbn and Telstra will continue to work togetherwith aview to
establishingarrangements for providing assistance to those responsible for the migration of monitored
fire alarm and lift phone services after the deferred disconnection period. Registered services will still
needtobe migratedtoan alternative telecommunications network.

9 www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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To enable aservice to be identified and registered, the followinginformation must be provided to nbn
for all monitored fire alarm and lift phone services:

° the full national number(ten digitsincluding area code), or the Unconditioned Local Loop Service
161 number, as applicable, corresponding to the monitored fire alarm orlift phone service —this
should be provided as a matter of priority, as a service cannot be identified without the correct
service information

° the physical address where the serviceis located, and

° the contact details of the party responsible for management of the telephone service associated
with the monitoredfire alarmorlift phone service.

Services can be registered on nbn’s Fire and Lift Register onlineat www.nbnco.com.au/fireandlift or by
calling 1800 687 626.

Furtheractionis alsorequired by application service providers to determine the most appropriate
migration path for theirservices, and work with their customers (including building managers) to
supportthe migration of services. There isalso actionrequired to design targeted communications that
all parties, application service providers, nbn, retail service providers, government, and industry bodies
can use to provide clear and consistent messaging to building owners, bodies corporate and
strata/buildingmanagers who purchase fire alarm and lift phone services. A significant part of this work
isbeing undertaken by the Roundtable and Working Groups, with ajointindustry Good Practice
Guide, releasedin February 2017, which outlines the requirements for migrating services and advice
on technical migration solutions.

For individual roles and responsibilities forthe various partiesinvolved in the migration of monitored
fire alarm and lift phone services (e.g. building managers, application service providers, retail service
providers, nbnetc.) see section 4.

Tenants, occupants and landlords of buildings with a monitored fire alarm or lift phoneservice

All tenants, otheroccupants, and landlords of buildings with afire alarm or lift phone serviceinan area
where the NBN is available, oris aboutto become available, are encouraged to contact and speak with
theirbuilding manager, to ensure thatall reasonable steps are being taken to migrate the fire alarm or
lift phone service toareliable and safe alternative service earlyin the migration window, well priorto
the Disconnection Date.

State and territory authorities/regulatory bodies

Failure by building managers to maintain monitored fire alarm and lift phone services may be aserious
breach of obligations underrelevantfederal, state orterritory regulations, building codes, and/or
Australian Standards. Clearinformation needs to be provided to building managers so that they can
make arrangements to migrate theirservicesin ordertoavoid breaching any of their obligations.

In this context, all state and territory authorities/regulatory bodies involved in building code regulation
that includes monitored fire alarms or lift phones have been encouraged to include on their websites,
and inthe information made available to builders or building managers, statements about the impact of
the NBN rollout on monitoredfire alarm and lift phone services. Thisinformation should reiterate the
need for parties totake action earlyinthe migration window to ensure a successful migration of their

10 www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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service priorto the Disconnection Date in orderto maintain compliance with relevant building
regulations and the safety of occupants of their premises.

Peak industry bodies (including Fire Protection Association Australia, the Australasian Fire and Emergency
Services Authorities Council, the Australian Elevator Association, and the Lift Engineering Society of
Australia (New South Wales and Victoria))

Peak bodies have been encouragedtoinclude ontheirwebsites, and in the information made available
to theirmembers, statements about the impact of the NBN on monitored fire alarm and lift phone
services. Thisshould highlight the need for parties to take action to ensure a successful migration of
theirservice priortothe Disconnection Date in orderto maintain compliance with relevant building
regulations and the safety of occupants of their premises.

6.3 Customers requiring additional assistance

In the context of migration tothe NBN or alternative telecommunications networks, some customers
whorequire additional assistance are outlined below using atiered approach whichis determined
based on theirneeds.

Tierone customers are those who may be at seriousrisk due to migration and disconnection (e.g.
medical alarm users or customers of priority assistance services)

Tiertwo customers are those whose circumstances present barriers to obtaining or understanding
information relatingto theirneed to migrate.

It isrecognisedthatsome customer segments may require information delivered in alternativeformats
and/orthrough alternative parties (otherthan theirretail service providerornbn) in orderto process
information and take the required action to migrate. These segmentsinclude:

° those with a severe chronicillness, disability, or some form of cognitive or sensory impairment
(e.g.dementia, learning difficulties and blindness)

° oldercustomers (aged 65+)

° those with limited English proficiency, and

° those with mental and behavioural disorders (e.g. severe anxiety and depression).

There have been significant efforts by nbn and retail service providers to educate customers about the
migration process through standard communication. The approach taken by these parties recognises
that identifyingthese customersis difficult, as they are largely undetectable by retail service providers.
For thisreason, the approach for these customers involves nbn working with community groups to
assistinthe communicationstothese customers, as well as retail service providers and application
service providers maintaining their communication efforts to their customers regarding their migration,
as noted above. Itis important that other parties that may have contact details of such customers, (for
example, any direct sellers/manufacturers of unmonitored emergency diallers) co-operate with nbn and
retail service providersinrelation to any initiatives to communicate to such customers. Many
companiesalso provide disability awareness training to their staff, and this approachis to be
commended.
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nbn has worked to improve communications to this group of customers within the community by
providing consistent messaging frameworks for use by the groups, as well as seeking feedback on
appropriate formats. These community groups include, but are not limited to:

° National Seniors Australia

° Australian Council of Social Services

° Federation of Ethnic Communities Councils of Australia

° Australian Multicultural Community Services

° Vision Australia

° Meals on Wheels

° Legacy

° Australian Blindness Forum.
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6.4 Special services

Special Services are primarily business grade services provided over Telstra’s local access networks
(eitherdirectly orviathe use of Unconditioned Local Loop copper). Unlike standard voiceand
broadband services which are being disconnected on aregion by region basis, Special Services are
scheduledto be disconnected on adifferenttimeline. The differentapproach to disconnecting Special
Services has been adopted to allow additional timefor nbn and retail service providersto develop
product solutions and substitute products to be supplied overthe NBN.

Special Services may be subjectto disconnection eitheras part of a Telstrainitiated product exit, or
through the white paper process, whereby services are progressively disconnected as nbn releases
white papers which outlinehow the NBN can be used by industry to provide equivalent servicesto the
particulartype of Special Service.

Under the white paper process, nbn may progressively release papers toillustrate the capability of
nbn’s fixed line network technologies as suitable migration pathways forthe development of
replacements for different classes of Special Services.

If nbn releases awhite paperfora particulartype of Special Service and NBN fixed line access
technologies then the managed disconnection of those Special Services supplied to premises connected
to those access technologies willgenerally commence 36 months after the date that the white paperis
published (although longertimeframes can apply if Telstra unsuccessfully disputes the white paper).

If Telstradisputesthe white paperand anindependent expert determines thatthe NBN cannot be used
by Telstrato provide equivalent services to the particulartype of Special Service overthe NBN then that
white paperwill nottrigger disconnection of that Special Service.

For Special Services thatare the subject of a white paperthat has taken effect, the managed
disconnection of those services generally commences 36 months after the publishing date of the white
paper, although how managed disconnection proceeds (including arrangements for milestones such as
Cease Sale) will be setoutin measures developed by Telstraand approved by the ACCC, following
consultation withindustry. Once the 36 month period following the publishing date of each white paper
has expired, the Disconnection Date for Special Services will align with the disconnection Date for the
premises’ nbnregularrolloutregion. The managed disconnection of certain classes of Special Services
will commence from November 2018. More information about Special Services can be found at
www.telstrawholesale.com.au/nbn/overview/special-services.html.

However, otherfactors can alsoimpact on the Disconnection Date fora particular premisesincluding:

° if the premisesisinan NBN Ready For Service area

° if the business as usual Disconnection Date for the premises’ NBN regular rollout region is after
the Disconnection Date forthe relevant Special Service

° if the NBN access technology supplying the service to the premisesisincluded in the white paper

(Special Services are defined by reference to each access technology, soif awhite paperdoes not
address a particulartechnology, the Disconnection Date will not be set by reference to that white
paper), and

° if the access technology supplying apremisesis changed.

As nbn releasesits white papers, retail service providers should develop suitable NBN products for their
business customers to migrate towell in advance of the Disconnection Date for those services.
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For Special Services where Telstrais exiting a product without a white paper, the Disconnection Dates
(and otherrelevant dates) willbe determined by Telstra, with the disconnection process setoutin
measures developed by Telstraand approved by the ACCCfollowingindustry consultation.

Some classes of Special Services now have a Special Services Disconnection Date, and the migration
window in which services can be migrated ahead of their Disconnection Date has already commenced.
Given the complexityand importance of Special Services, and the potential costand time involvedin
migrating these services to an alternative network, all business customers are encouraged to speak with
theirretail service providerand/ortheirapplication service providerearly in the migration window so
appropriate actions can be taken early to promote a smooth migration of their services, and to ensure
any costs are understood and planned for. More information about Special Services can be found at
www.telstrawholesale.com.au/nbn/overview/special-services.html.

6.5 Non-premises

Locationsthat use a Telstralocal access network service for communications but do not meet the
premises definition setoutin Telstra’s Migration Plan are generally considered to be non-premises.
Non-premisesinclude, butare notlimited to, trafficlights, bus stops, bridge controls, mobile phone cell
towers, utilities and otherinfrastructure.

Non-premises are notsubjectto disconnection at this time. Any timetable for the migration and
disconnection of non-premises services will require arrangements to be agreed between the
Department of Communications and the Arts, nbnand Telstra, and may be subjectto consultation with
industry and relevant regulators.

6.6 Multi-dwelling unit common areas

The multi-dwelling unit common areas arrangements affect all servicesin the common area of a multi-
dwelling unit (conciergedesk phone, some firealarm and lift phone services, etc.) that are currently
provided overTelstra’s local access network.

The building ownerormanagerwhois responsible for purchasing the phone lineover which the service
operatesisalsoresponsible fortakingaction to migrate the service. Building owners and managers are
encouraged to place orders to migrate services in multi-dwelling unitcommon areas early in the
migration window to avoid service disruption. The migration of services tothe NBN will triggera
business as usual disconnection from Telstra’s local access network.

6.7 New real estate developments, new premises and ‘knock-down, rebuilds’

Special care may be needed where newreal estate developments or new premises are beingbuiltinan
area where the nbnis not yetfully deployed. Thisincludes ‘knock-down, rebuild’ scenarios (thatis,
where an existing premisesis knocked down, and one or more new premises are builtinits place) or
extensive renovations where existing telecommunications cabling is removed during construction.

Connecting new developments or new premises can be complex and logistically challengingin normal
circumstances. Additional complexities may arise in the lead up to and during the migration period.

The general arrangements for the provision of telecommunications in new real estate developments are
setout inthe Government’s Telecommunications in New Developments (TIND) policy, which took effect
from 1 March 2015.

The TIND policy applies to most types of new developments and new constructions, including single
houses and multi-unit buildings, like apartment blocks and commercial premises. Italso applies to
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significantrefurbishments, forexample, whereawarehouse orfactoryis converted into residences.
Basically the TIND policy applies to any new construction that requires anew telecommunications
connection.

The TIND policy sets outthe roles and responsibilities of developers, nbn, Telstra, retail service
providers, consumers and other carriers (i.e. network operators) with aview to ensuring people moving
into new premises have ready access to modern telecommunications when they take up occupancy.

The developeror person organising construction of a premisesis responsible for organising the
telecommunications facilities, just as they would organise other utilities.

Itisa requirement underthe Telecommunications Act 1997 that developers thatare corporations
organise necessary pitand pipe forthe development or premises, and thisis generally required by
carriers as a condition of provisioning theirinfrastructure in all instances. Developers also need to
approach a carrierand obtain a contract forthe provision of telecommunications infrastructure.

Developers should contractacarrier as early as possible,and no later than six months before the
telecommunications services will be required. If acarrier is not contracted with a sufficientlead time, it
may mean services cannot be provided when premises area occupied.

The developer or person organising construction may use any carrierthey choose, butif they do not
choose an alternative provider, they can contract with Telstraor nbn, which have the responsibility as
infrastructure provider of last resort, depending on the circumstances.

Generally nbnisresponsiblein areas of its fixed line footprint where it has declared its network ready
for service, where it has started rolling out the network and the network willbe ready for service within
12 months, and where a developmentinvolves 100 or more lots or premises.

Telstraisgenerally responsible forall other developments and new premises, including new single
premisesinbrownfield areas where nbn fixed line services are notyet beingrolled out.

In the firstinstance, the developer or person organising construction should check nbn’s network rollout
map to determineif nbnisthe appropriate infrastructure provider of last resort. nbn can be contacted
to confirmitsrole viaits website at www.nbnco.com.au/develop-or-plan-with-the-nbn/new-
developments.html.

The developerorperson organising construction can lodge an application forinfrastructure provision
withnbn, Telstraor othercarrier online. Carriers usually charge forinfrastructure to connect new
premises—this caninvolve abackhaul charge, acharge to connect the building, acharge to connecta
service (charged through aservice provider) oracombination of these charges.

Generally the application will be accepted by the appropriate carrier as a matter of course, however, if
responsibility for servicing the development or new premises cannot be resolved quickly with nbnand
Telstra, the developerorperson organising construction should contact the Construction Policy teamin
the Department of Communications and the Arts at greenfields@communications.gov.au.

If the developerorperson organising construction contracts with Telstrato provide the infrastructure,
Telstrawould generally provide the same technology as othernearby premises which would be
integrated into the nbn’s network once the NBN roll out startsin that area. Services would then be
migrated to the nbn networkin accordance with the general migration processes described in this
Framework.
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Itis possible thatthe developeror person organising construction contracts with Telstrato provide the
infrastructure totheir premises but before construction nbn announces thatitwill be rollingoutinthe
area. In these instances, nbnand Telstra will work with the developer on an appropriate solution.

If nbn has started rolling outfixed line network in an areaand the ready-for-service date is within 12
months, nbn would generally be the infrastructure provider of last resort. In this context, the developer
or person organising construction could approach nbnfor a provisioning contract. nbn would then
provision network capacity forthe new development or premises.

In circumstances where apremisesis occupied (oraboutto be occupied) inanarea that is not yetready
for service (i.e. hasnonbn network), end users are entitled to ask for and receive aninterimvoice-only
service as part of Telstra’s Universal Service Obligation (USO). The USO does notinclude broadband.

In the event of a delay, affected occupants may need to source an alternative broadband solutiononan
interim basis (e.g. viamobile broadband if available), until such time as the nbn networkis availablein
the area. If nbn is given at least six-month’s notice of the need fora connection, the developer makes
the pit and pipe infrastructure available but the premisesis occupied beforenbn’s networkinthe area
overallisready forservice, affected occupants may be provided with aninterim broadband service by
nbn. Eligibility forinterim servicesis assessed on a case by case basis.

Once the nbn networkisreadyforservice, the occupantinthe new premisesisresponsible for
contacting their preferred retail service providerto orderand activate theirnbn service, followingany
instructions given by theirservice provider and working with their service provider to ensure their
services work afterthey have been migratedin accordance with the general migration processes
describedin this Framework.

The carrier servicingadevelopment should keep the developerand any affected consumers informed of
delays and services availability timeframes.

In all instances, the Government’s objective is that consumers should have ready access to modern
telecommunications as quickly and simply as possible. Inthe event thata developerorperson
organising constructionis concernedthey are not getting servicesinatimely fashioninlinewith their
contract, they can contact the Construction Policy teaminthe Department of Communications and the
Arts at greenfields@communications.gov.au.
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Appendix

A. Other migration related information

A.i Key industry data flows to support migration
Key data flows between nbn, Telstra (as the disconnecting party) and retail service providersinclude:

° the Historical Footprint List (HFL) which details premises and other locations that can be served
by nbn’s access technologies, including the address information and the service class foreach
premisesincludedinthatlist

° the Fixed line Footprint List (FFL) which contains any premises that have been passed by nbn’s
fixed line network (or which nbnintends to pass) and forms the basis of the final disconnection
listthat is prepared by Telstra Operations

° the final disconnection list provided by Telstrato Telstra’s Wholesale customers and Telstra Retail

° customerservice and location identification data

° orderinformation flows between Telstraandits customers

° information on active Telstralocal access network services between Telstra Wholesale and Telstra
Wholesale customers

° orderinformation flows between retail service providers and nbn (underthe Wholesale
Broadband Agreement)

° information relating to the managed disconnection arrangement’sin Telstra’s Migration Plan,

includingforinformation on ‘In-Train Orders’.

A.ii nbn Public Information on Migration program

Duringthe rollout of the NBN fixed line network, nbnis required to undertake certain public
information activities to support the smooth migration of services operating over Telstra’s local access
network to retail service providers’ NBN-based services.

These activities are undertaken throughout the rollout on anational and local level, through anumber
of channelsincludingtelevision, radio and print advertising, community events, social media, and
letterbox drops. Its publiceducation campaign aims to raise general awareness and understanding of
the NBN and the disconnection of local access networks, and to promote the positive benefits that
connectingtothe NBN can have forcustomers and businesses.

Once an area has been declared Ready ForService, nbn advises residents and businessesinthat area
that NBN services are available viaaseries of incrementally urgent direct mail messages. These
messagesincludeimportantinformation about switching services to the NBN, focussing on the specific
actions they need to take including contacting their preferred retail service provider to place an order.
Customersalsoreceive information regarding:

° their Disconnection Date

° registeringtheiroverthe top services

° the consequences for existing customers if they do not take action before the Disconnection
Date, including the potentialforexisting overthe top services to be disconnected ornolonger
operate.

nbn also undertakes local area marketing activities and engages with local communities via their
council, business and community organisations.
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The key focus of the PublicInformation on Migration activities is to ensure that, to the maximum extent
practicable, all customers who have aservice to be migrated receive advance notice of the planned
migration, and are familiar with the actions required to be taken to migrate.

As part of these activities, nbn provides consistent messaging to retail service providers and other
industry participants fortheiruse toimprove customer understanding.

A range of groups have a stake in the successful migration of customersto the nbn, and so Public
Information on Migration activities are developed and conducted by nbn in consultation with the
Australian Government and Telstra (as the existinginfrastructure provider). As part of a continuous
improvement process, the PublicInformation on Migration Governance Framework allows community,
industry and government groups the opportunity to provide feedback on PublicInformation on
Migration activities.

A.iii Telstra Access for Everyone program

As part of its carrierlicence condition, Telstra hasin place a package of products and arrangements for
low-income consumers. This package, called Access for Everyone, comprises initiatives that address a
wide range of low-income consumer needs, including concessions to help offset linerental charges for
eligible pensioners. Thisis a largely self-selecting package, enabling all those in need of assistanceand
benefitsto claimthem. Furtherinformationis available at
www.telstra.com.au/abouttelstra/commitments/access-for-everyone.

A.iv Centrelink Telephone Allowance

Certain customers may be eligibleforthe Telephone Allowance paid by Centrelink. The allowance is
intended to help with the costs of maintainingatelephone andahome internetservice. Atthe time of
publishing, there are two rates of Telephone Allowance, a Basic Rate (single or couple combined) of
$27.80 per quarterand a Higher Rate (single or couple combined) of $41.40 a quarter. For further
information, including eligibility requirements for the Telephone Allowance, please see
www.humanservices.gov.au/customer/services/centrelink/telephone-allowance or contact Centrelink
on 132 468.

A.v Mandatory disconnection

The mandatory disconnection of services provided over Telstra’s local access networks is a core part of
the Australian Government's policy to achieve the structural separation of Telstra. The process for
mandatory disconnectionsis governed by Telstra’s Migration Plan, whichis subject to ACCCapproval
and oversight. Inapproving the Migration Plan and its variations, ACCC must determine if the Plan
complies withthe Migration Plan Principles and Specified Matters Instrument (furtherinformation can
be found belowin Appendix A.vii).

There may remain subsections of the community who do not migrate before the Disconnection Date. A
portion of these may not be taking up an NBN service and understand their Telstralocal access network
service will be disconnected.

For customers at premisesinthe NBN fixed linefootprintinarolloutregion thatremain onthe Telstra
local access network at the Disconnection Date for thatrollout region, disconnection of services on
these networks mustoccurinline with Telstra’s obligations underits Migration Plan. In summary, for
these customers, disconnection will occurin the following way:

1 Services at premises thatare not In-Train Order Premises (excluding Special Services) will, so far
as practicable, receive asoft dial tone service no laterthan fifteen business days after the
Disconnection Date. While Telstraimplements soft dial tone service forretail and wholesale voice
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line rental customers where practicable, it will be up tothe Unconditioned Local Loop Service
based operators to decide whetherthey also wish to provide customers with soft dial tone or
similarservice restriction. Therefore while most premises will receive asoft dial tone, it will
dependonthe customer’s retail service provider.

2. Where a premisesisconnectedtothe NBN shortly before the Disconnection Date, or where there
isa validand openorderforan NBN service atthe premisesand thatorderisreceived by nbnup
to 25 business days after the Disconnection Date, existing Telstralocal access network services at
the premiseswillbe keptin place fora period after the Disconnection Date. For the most part,
this allows nbn andretail service providers aperiod of up to 175 business days afterthe
Disconnection Date to complete the connection of an orderand activation of an NBN service
before the final backstop date at which any Telstralocal access network services (otherthan
Special Services) are mandatorily disconnected.

3. If customers do not take action within sufficient time to have theirretail service provider order
placed with nbn and their NBN connection completed by their retail service provider, they risk
disruptiontotheirservice. Failure to take any action within the timeframes specified above will
resultintheirTelstralocal access network service proceeding to be permanently disconnected
shortly after the Disconnection Date.

Services provided over Optus’ HFC network are also subject to mandatory disconnection, generally
within 18 months of the Ready For Service date, although this period may vary in some cases.

A.vi Migration and the managed disconnection process—key documents

Ready For Service

(Construction complete and Disconnection Date Disconnection Date +
service availability) (DD) 45 business days
4 4 4

Migration and Disconnection Lifecycle

Pre Ready For Service 18 month migration window Managed

| |

| |

| |

| |

| |

| |

+ Construction activity * Migration of end users to the National Broadband Network | disconnection period I
| |
| |
| |
| |
| |
| |

development

Industry led migration processes and solutions

|
|
|
|
|
|
|
» Product and service |
|
|
|
|
|

RSP and nbn led communications and education campaigns

NB. This diagramis a simplification of the actual arrangements for diagrammatic purposes only.
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There are a numberof commercial, regulatory and otherarrangements that relate to aspects of the
processesfordisconnecting customers from Telstralocal access networks and migratingthemto the
NBN. The summary below has been provided to assist stakeholders to better understand the current
migration governance arrangements.

Definitive Agreements between nbnand Telstra

The Definitive Agreements set out the commercial arrangements for the disconnection of premisesin
the NBN fixed line footprint from Telstra’s local access network (and also disconnection of interim
wireless andinterim fibre services provided by Telstrato premisesin nbn’s fixed line footprint). It also
setsout nbnaccess to certain Telstrainfrastructure. These arrangements facilitate the structural
separation of Telstra. The disconnection arrangements are set outin the Disconnection Protocols which
are part of the Definitive Agreements.

Migration Plan Principles and Specified Matters Instrument

The Telecommunications Act 1997 provides thatthe Minister for Communications may make the
Migration Plan Principles and associated Specified Matters Instrument, which set the required scope of
Telstra’s Migration Plan. The ACCC must accept Telstra’s Migration Planif itis satisfied the Plan
complies with the Migration Plan Principles.

The Specified Matters Instrument sets out matters which may, or may not, be includedin Telstra’s
Migration Plan and any additional matters not dealt withinthe Migration Plan Principles.

Telstra’s Migration Plan

On 27 February 2012, the ACCCapproved Telstra’s Migration Plan which sets out the actions Telstra will
take when disconnecting customers fromits local access networks. Disconnection underthe Migration
Plan gives effectto Telstra’s Structural Separation Undertaking and reflects the commercial
arrangements setoutinthe Disconnection Protocols.

Telstra’s Migration Plan seeks to provide wholesale customers with control overthe timing of the
migration of their customers’ services to nbn’s network (to the extent they can), although this migration
must occur withinthe 18 month migration period. Telstra has committed to using existing ‘business as
usual’ processes where possible for disconnecting premises. Telstralodged a draft varied Migration Plan
withthe ACCCin May 2016, which was approved by the ACCCon 21 July 2016. For more information,
please visit: www.accc.gov.au/regulated-infrastructure/communications/industry-reform/telstras-
migration-plan/variation-to-the-migration-plan-approved.

nbn’s Special Access Undertaking

nbn’s Special Access Undertaking sets out the pricesand non-price terms and conditions foraccess toiits
fibre, fixed wireless and satellite networks and related services. The ACCCaccepted nbn’s Special Access
Undertaking undersection 152CBA of Part XIC of the Competition and Consumer Act 2010 on

13 December2013. It expiresin 2040.

For more information, please visit: www.nbnco.com.au/sell-nbn-services/special-access-undertaking-
sau.html.

nbn’s Wholesale Broadband Agreement

nbn’s Wholesale Broadband Agreementisits standard form access agreement for the supply of NBN
servicestoretail service providers. The terms of the Wholesale Broadband Agreement are consistent
with those setoutin nbn’s Special Access Undertaking. For more information, please visit:
www.nbnco.com.au/sell-nbn-services/supply-agreements/wba2.html.
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Shareholder direction/Statement of Expectations

nbnis a Government Business Enterpriseandis wholly-owned by the Australian Government. From
time to time, the Governmentissues nbn with a Statement of Expectations to guide the nextstepsin
deliveringonthe Government’'s NBN policy. The current Statement of Expectations (August 2016)
directs nbn by saying that nbn together with retail service providers should work to ensure a high
quality customer experience through the migration and on-going service periods. For more information,
please visit: www.nbnco.com.au/corporate-information/about-nbn-co.html.

Public Information on Migration

As part of its activities, nbnis required to conduct publicinformation activities to ensure to the
maximum extent practicable that every customerwho has aservice to be migrated to NBN receives
advance notice of the planned migration, is familiar with the action required to migrate, and, unless
they make a decision that they do not wish to take a NBN service, initiates the necessary migration
process priorto the disconnection of the relevant service to their premises. For further details on these
publicinformation activities, referto Appendix A.ii.

nbnand Optus Subscriber Agreement

The nbn and Optus Subscriber Agreement sets out commercial arrangements for the disconnection of
premisesinthe Optus HFC footprint.
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A.vii NBN service class classifications
Fibre to the premises (FTTP)

Service class

Service class definition

August 2017

Description

Service class 0 (SCO0)

The locationis plannedto be
serviceablebynbn’sfixedline
network.

The premisesisina NBN Ready For
Service area, howeverthis premisesis
currently not NBN serviceable forthe
purpose of nbn’s fixed line network.

Additional workis required to make
this premises serviceable.

Service class 1 (SC1)

The locationis serviceable by nbn’s
fixed line network, howeverthe NBN
Utility Box located outside the
premises (also known as the
Premises Connection Device (PCD))
isnotinstalled orthe NBN
Connection Box located inside the
premises (alsoknownasthe NTD) is
notininstalled.

A physical connectionisnotin place
between the network access pointand
the PCD, including where:

° the drop fibre has not been
installed, or
° some augmentation or patching

betweenthe PCDand network
access pointisrequired.

Service class 2 (SC2)

The locationis serviceable by nbn’s
fixed line network, the PCDis
installed,butnoNTD isin place.

A physical connectionisinplace
between the network access pointand
the PCD (including where the drop
fibre and PCD are installed) and no
augmentation or patching between
the PCD and the network access point
isrequired.

Service class 3 (SC3)

The locationis serviceable by nbn’s
fixed line network, the PCDand NTD
are installed.

A physical connectionisin place
between the network access pointand
the PCD and no augmentation or
patching betweenthe PCDand the
network access pointisrequired.

The NTD has beeninstalled, is
receiving mains power and can be
made operational.

nbn can remotely provision the supply
of telecommunication services.
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Fibre to the node (FTTN) and fibre to the basement (FTTB)

Service class

Service class definition

August 2017

Description

Service class 10
(SC10)

The locationis plannedto be
serviceable by copper.

The premisesis currently not NBN
serviceableforthe purpose of nbn’s
fixed line network.

Service class 11
(sc11)

The locationis plannedto be
serviceableby copper, copperlead-
inrequired.

A physical connectionisin place
between the nbn exchange and node.

No physical infrastructureinplacein
the premises onthe existing copper
network.

Service class 12
(SC12)

The locationisserviceable by
copper, jumperingatpillaris
required.

nbnis required to attend the site to
make a physical connection between
the nbn node and copper pillar.

Service class 13
(sC13)

The locationisserviceable by
copper, infrastructure in place.

A physical connectionisinplace
betweenthe exchange, the node, the
pillarand the premises.

nbn can remotely provision the supply
of telecommunication services.

Hybrid-fibre coaxial (HFC)

Service class

Service class definition

Description

Service class 20
(SC20)

Premises within HFCfootprint, but
not serviceable

The premisesis currently not NBN
serviceableforthe purpose of nbn’s
fixedline network.

Service class 21
(sC21)

Premises within HFCfootprint, with
available HFCstreet plant. - no Lead-
inor PCD

A tap isavailable outsidethe premises
but no physical connection (lead-in
notin place betweenthe tapandthe
premises boundary (external PCD))

Service class 22
(SC22)

Premises within HFC footprint, with
Lead-in/PCDinstalled.- no Internal
tier cables or Wall-plate/socket

A physical connection (lead-in)isin
place between the tap outside the
premises boundary and the external
PCD withinthe premises boundary

Service class 23
(SC23)

Premises within HFCfootprint, with
PCD, internal tie-cable(s) from PCD
to Wall-plate/socket

A physical connection (tie-cable) isin
place betweenthe external PCDand
theinternal wall-plate

Service class 24
(SC24)

Premises within HFCfootprint, with
PCD, internal tie-cable(s) from PCD
to HFC-NTD

A physical connection (fly-lead)isin
place betweenthe internal wall-plate
and theinternal HFCNTD (NBN
Connection Box)
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B. Glossary
Acronyms
Acronym Full name
ACCC Australian Competition and Consumer Commission
ACMA Australian Communications and Media Authority
FTTB Fibre to the basement
FTTN Fibre to the node
HFC Hybrid fibre coaxial
MAF Migration Assurance Framework
MAP Migration Assurance Policy
nbn NBN Co Limited
NBN National Broadband Network
NTD Network Termination Device
PCD Premises Connection Device
TIO Telecommunications Industry Ombudsman
VolP Voice overInternet Protocol
Definitions

Access technology means an access technology used by nbnto connecta premisesoralocationtothe
NBN fixed line network, which mayinclude:

(a) fibretothe premises

(b) fibretothe node

(c) fibretothe basement
(d)  hybridfibre coaxial cable.

Application service provider means a supplieror provider of any overthe top services orapplications
supplied overatelecommunications network or using a carriage service, including (without limitation):

(a) medicalalarms

(b) emergencyalarms (e.g.fire alarms andindicator panels)
(c) paymentservices (ATMs, EFTPOS, HICAPS)

(d) liftphones

(e) disability services and equipment

(f)  remoteinfrastructure.

Assurance processes means migration processes, and the processes and measures thatensure
networks, products, services and operational capability exist, (and to the extent practicable) enable
customers to have continuity of supply during disconnection from telecommunications networks and
migrationtothe NBN.
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Brownfields are pre-existingcommercial orresidential sites with access to existing telecommunications
infrastructure where no previous Open Access Wholesale fibreaccess has been provided to premises.

Business as usual refers to the normal conduct of businessirrespective of adifferent working
environment.

Business customers refers to a category of customerswho ordera service for eithertheirown business
or on behalf of an organisation they work for. Business customersinclude (without limitation):

(a) home businesses

(b) smallbusinesses

(c) mediumbusinesses

(d) large enterprises

(e) governmentdepartmentsandagencies
(f)  non-governmentorganisations.

Cease Sale refersto the regulatory arrangements set outin Telstra’s Migration Plan that prohibit Telstra
from connecting new local access network services to premises that have been declared Ready For
Serviceinthe NBN fixed linefootprint.

Communications Alliance guidelines are documents produced for the telecommunication industry by
Communications Alliance with which compliance is voluntary (although they may be enforceable
through reference tothe Guideline in acontract or through adoption by a regulator). They covera range
of industry topicsincluding consumer, operational and technical matters. The industry guideline of main
relevance to the MAF is NBN Migration Management Guideline G652:2016. For more information
please visit: www.commesalliance.com.au/Documents/all /guidelines/G652.

Customeraccess module means a device that provides ring tone, ring current and battery feed to
customers’ equipment.

Customer premises equipment refersto a service provider’s orcustomer’s equipmentlocated inthe
customer’s premises.

Disconnection Date refersto, for a rollout region, the date thatis generally 18 months afterthe region
was declared Ready For Service by nbn and specified as the Disconnection Date forthatregionin the
nbn Rollout Schedule published by Telstrafrom time to time in accordance with the Telstra Migration
Plan.

Drop fibreis the fibre from the Network Access Point to the termination pointatindividual premises.

Customers are the final downstream customers of retail service providers. There are two broad types of
customers—business customers and residential customers.

Fibre to the basement (FTTB) refers to an access technologyinvolving the delivery of
telecommunications services viaafibre opticcable from where nbninstalls active equipmentin the
basementof anapartment block or complex. The final connection will delivered from this pointto each
apartmentviaexisting coppercables using VDSL2 technology.

Fibre to the node (FTTN) refersto an access technology involving the delivery of telecommunications
servicesviaafibre opticcable that will run from the exchange to the nodes (also called cabinets)ina
local area. The final connection will be delivered via existing copper cables using vectored VDSL2
technology.

Fibre to the premises (FTTP) refers to an access technologyinvolving the delivery of
telecommunications services viaafibre opticcable from the exchange to an customer’s premises.
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Customersinthisfootprint willhave an NBN Utility Box (or PCD) and an NBN Connection Box (or NTD)
installed atthe premisesto access the network.

Fire and Lift Registerrefersto the monitoredfire alarm and lift phone register operated by nbn. For
more information, please visit: www.nbnco.com.au/connect-home-or-business/information-for-
home/device-compatibility/fire-and-lift-register.html.

Full national number (FNN) is an Australian fixed ormobilenumberinits 10 digitformat, including the
area code, startingwith 0.

Hybrid fibre coaxial (HFC) is one of many technologies in the multi-technology mixthat nbn will utilise.
Under thistechnology, fibre will enteradistribution areawhere nbninstallsan NBN Optical Node to
deliverthe final connection overcable TV/ coaxial network.

Industry Guidance Notes are documents created by Communications Alliance (sometimes with
involvement of otherrelevant stakeholders) to address aneed forfurtherguidance and/or clarification
for a specifictopicthat has caused confusion amongindustry participants in the past or has the
potential to do so. The industry guidance note of mostrelevance tothe MAF is IGN 004 Migration of
Legacy Services and IGN 008 NBN FTTB/N Migration Processes.

In-Train Order isan order foran NBN service at a premisesthatis made NBN ready shortly before the
Disconnection Date, orwhere there isavalid and open orderfor a NBN service at the premises whichis
received by nbn upto 25 business days afterthe Disconnection Date. Premises with In-Train Orders are
provided with up to an extra 175 business days afterthe Disconnection Date to complete their
migration activities. Thisis furtherdefinedin Telstra’s Migration Plan.

Medical Alarm Registerrefers to the medical alarmregister operated by nbn. For more information
please visit: www.nbnco.com.au/connect-home-or-business/information-for-home /device-
compatibility/medical-alarm-register.html.

Migration of Monitored Fire Alarms and Lift Phone Services Good Practice Guide!'isa jointindustry
guide which sets outthe roles and responsibilities of each party involved inthe monitored fire alarm
and lift phone migration process, the actions required to identify and successfully migrate services, and
associated technical solutionsto support migration processes. The Guide is expected to be released in
December 2016.

Migration window for a rollout region, means the 18 month period commencing onthe Ready For
Service date and ending on the Disconnection Date for that rollout region.

Multi dwelling unit (MDU) means building or structure which comprises more than one premises
(whetherused forresidential, business, government or other purposes) and which may include
common areas.

Multi-technology mix utilises a mix of technologies to provide customers with access to
telecommunication services using fibre opticcables.

NBN Connection Box, also known as the Network Termination Device (NTD), is a network termination
device located inside the premises. The NBN Connection Box is owned, controlled, oroperated by, oron
behalf of nbn. It connects a premisestothe nbn FTTP Network.

11 www.communications.gov.au/documents/migration-monitored-fire-alarm-and-lift-phone-services-good-
practice-guide
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NBN fixed line network means any telecommunications network thatis owned, controlled, or operated
by, or on behalf of, nbn or a related entity of nbn. Thisincludes FTTP, FTTB, FTTN, and HFC access
technologies.

NBN Migration Management Industry Guidelinereferstothe documentthat was developed by the
Communications Alliance Working Committee (WC63) to clarify the roles and responsibilities of relevant
partiesinthe migration process and was firstreleased on 22 December 2014.

NBN Utility Box, also known as the Premises Connection Device (PCD), isadevice located on the
exteriorof apremises using FTTP and HFC access technology. Itisthe connection point forthe external
fibre fromthe streettothe edge of the premises. Aninternalfibre isthen connected fromthe PCDto
the NTD installed inside the user’s premises.

Network access point refers to the pointona local fibre cable where the drop cable is connected.

Network Termination Device (NTD) is also known as the NBN Connection Box. See NBN Connection Box
for definition.

Open access network refersto a horizontally layered network architecture in telecommunications, and
the business model that separates the physical access to the network from the delivery of services. The
same open access network will be used by a number of different providers that share the investments
and maintenance cost.

Over the top services are operated by application service providers overthe top of voice telephony
serviceson Telstra’s local access networks. Examples caninclude medical alarms, security alarms, fire
indicator panels, lift phones and payment services (EFTPOS and ATMs).

Parent rollout region, means, in respect of a Service Continuity Region, that rollout region that premises
inthe Service Continuity Region had formed part of before being removed to formthe Service
Continuity Region at 6 months before the Disconnection Date. For clarity, a Service Continuity Region
cannot itself be aparentrolloutregion.

Passed, inrelationtoa premises, meansthata premisesis connected to, ornbn had determinedis
capable of being connected to, a NBN fixed line network.

Pay TV meanssubscription based television services.
Premises means each of the following:

(a) anaddressable location currently used on an on-going basis for residential, business (whether for
profitor not), government, health oreducational purposes

(b) aschoolas defined by the Department of Education and Training

(c) alocationwithinanew developmentatan addressable location forwhich nbnisthe wholesale
providerof lastresort

(d) anaddressable location fora standard telephoneservice which is activated in compliance with
the universal service obligation

(e) apayphoneata locationatwhich Telstrais requiredtoinstall or maintainapayphonein
accordance with aninstrument made undersection 12EF of the Telecommunications (Consumer
Protection and Service Standards) Act 1999

(f)  alocationwhich nbnisdirected by the Ministerto connectto nbn’s fixed line network

(g) amultidwellingunitcommonareawhere, andforsolongas, itis notified by nbnto Telstraas
beingincludedinthe fixed line footprintinarolloutregion.
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Premises Connection Device (PCD) is also known as the NBN Utility Box. See NBN Utility Box for
definition.

Priority assistance is designed to help customers who have (orare livingwith someonewho has) a
diagnosed life-threatening medical condition, and whose life may be at risk without access to a fully
operational phone service. Formore information, please visit www.telstra.com.au/consumer-
advice/customer-service /priority-assistance.

PublicSwitched Telephone Networkrefersto the standard home telephone service, delivered over
underground copper wires.

Ready For Service means an area is ready to accept/provision service orders from retail service
providers forserviceable premises.

Residential customersrefersto customers whoordera service fortheirhome or personal use.

Retail service providerare those service providers that provide telecommunications services and have a
direct customer relationship with customers.

Rollout regionreferstoan area (which may be a service areamodule) that nbnintendsto serve using
the NBN fixed line network.

Service area module s an area, selected by nbninaccordance with nbn’s design rules that coversa
maximum of 5,000 premises.

Serviceability meansthe ability of one of nbn’s retail service provider customers to place a NBN
connection orderinto nbn's ordering systems foraspecified premises.

Service continuity refersto an customer’s ability to access substitute telecommunications servicesina
seamless manner duringthe 18 month migration window to the NBN, and after the Disconnection Date.

Service Continuity Region meansa rollout region created six months before the Disconnection Date for
that rollout region. Premises in a Service Continuity Region are given a new Disconnection Date for
Telstra’s local access network that is six months laterthan the original Disconnection Date for the
parentrolloutregion

Soft dial tone means a service restriction thatallows an customerata premises with aline rental
service to call Telstra’s customerservice and fault centre numbers and to make emergency calls, but
doesnototherwise allow customers to make or receive othercalls, orto receive other network services.

Telecommunications service aggregator refers to a telecommunication provider that has established
agreements with theirwholesale providerto resell their services to customers.

Telstra’s local access networks refer generally to Telstra’s copperand HFC networks.

Telstra Migration Plan means the Migration Plan given by Telstra Corporation Limited to the ACCC
undersection 577BDA of the Telecommunications Act, asamended from time to time.

Unconditioned Local Loop Service means the use of unconditioned communications wire between the
boundary of a telecommunications network atan customer’s premisesand apointona
telecommunications network thatis a potential point of interconnection located at orassociated with a
customeraccess module (refersto adevice that provides ring tone, ring current and battery feed to
customers'equipment) and located on the customerside of the Customer Access Module.
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Unconditioned Local Loop Service 161-number refersto a ten character numberissued by Telstrato
identify the unconditioned metallic path that constitutes the unconditioned local loop.

UNI-Vreferstothe port on an NBN Connection Box (also known as the NTD), where home-phones can
be connected.

White paperrefersto a paper published by nbn which sets outa proposal fora Special Service product
release inaccordance with the Subscriber Agreement between nbn and Telstra.
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