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1 SERVICE DESCRIPTION FOR ENTERPRISE SERVICE OPTIMIZE 

1.1 Definitions 
All capitalized terms used and not otherwise defined herein will have the meanings ascribed to them 
elsewhere in the Agreement. 
"Enterprise Service Optimize" means the service described in this Service Description. 
"Service Optimize" or "Service" shall mean Enterprise Service Optimize. 
"Service Order Form" means the Order Form used to order Enterprise Service Optimize. 

1.2 Service Overview 
The Specific Conditions for Service Management shall apply to the Service. 
Enterprise Service Optimize provides a formal framework for SLA reporting and Service Review 
between the parties. 

1.3 Scope Of Service 
1.3.1 Supported Services. Orange provides Enterprise Service Optimize for the Supported Services as 

indicated in the Specific Conditions for Service Management. 
Orange will identify and may modify from time to time the Supported Services which are eligible for the 
Service. 
On the Service Order Form, the Customer indicates the Supported Services which are part of the 
Customer Solution. All new Supported Services which are added to the Customer Solution subsequent 
to signature of the Service Order Form will be automatically added and Enterprise Service Optimize 
will apply to them. 

1.4 Detailed Service Description 
1.4.1 Customer Operations Guide. As part of the Service, Orange will define and maintain a quality plan 

called the Customer Operations Guide ("COG"). The COG will describe the service management 
processes, authorized designated contacts, and escalation procedures for the Supported Services. 
The first version of the COG is approved and signed by both Customer and Orange during Service 
Transition. Updates made to the COG will be submitted to Customer for review, comment, and further 
approval. 
The COG can be updated following modification to the technical solution, change to an Orange 
operating/maintenance procedure or as a result of a Service Improvement Plan. 

1.4.2 Service Dashboard. Orange will collect, store and consolidate data in order to prepare and to deliver 
a report (the "Service Dashboard") for the Supported Services receiving Enterprise Service Optimize. 
When Reporting is done on the monthly basis Orange will deliver the Service Dashboard once a 
month, by the 15th day of the month, covering data collected during the previous month. When 
Reporting is done on the quarterly basis Orange will deliver the Service Dashboard once a quarter, by 
the 15th day of the month following the end of each quarter, covering data collected during the 
previous quarter. The first Service Dashboard will include data from the first day of the first month after 
tracking of the Customer Solution begins. 

1.4.3 Service Review. The first Service Review meeting is organized by Orange with the Customer after the 
first Supported Service is implemented. 

1.4.3.1 Authority. The Service Review is a meeting where the participants have authority to: 
 Define and maintain the Customer Operations Guide for Customer, 
 Review and approve the Service Dashboard and achievement of Service Levels and activities in 

regard to the quality of the Supported Services, 
 Escalate opportunities or issues that might result in the addition, deletion, or modification of the 

Supported Services, or the terms of the Agreement, irrespective of the initiating party, 
 Study escalations on severe operational issues and major quality of service problems. 

1.4.3.2 Frequency. The Service Review Frequency is chosen by the Customer in the Service Order Form. 
Depending on the chosen Frequency the Service Review will take place either monthly or quarterly 
and the Service Dashboard and Service Review will be delivered with the same frequency. 

1.4.3.3 Location. The Service Review Location is chosen by the Customer in the Service Order Form. If the 
chosen Location is "phone only" then all Service Reviews will take place via telephone or video 
conference and no ad-hoc meetings on Customer site will be possible. If the chosen Location is 
Customer's site then the number of Service Reviews per year, on Customer's site must be specified on 
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the Service Order Form. The remaining Service Reviews will take place via telephone or video 
conference. 

1.4.3.4 Members. Customer and Orange agree to assign competent and adequate personnel to the Service 
Review. Members shall be appropriately authorized to decide on their respective levels. To foster an 
effective collaboration and to enable continuity both parties aim to assign personnel for the whole 
contract duration. All meetings shall be held in English. In the event that any of the individuals cannot 
attend, they shall arrange for a replacement or delegate to attend. 

1.4.3.5 Chair. Orange will schedule and chair the Service Review. 
1.4.3.6 Input. The Customer Operations Guide and the Dashboard will be prepared by Orange and used as 

input to the Service Review. 
1.4.3.7 Output. Orange will prepare and distribute minutes subsequent to the Service Review. In cases when 

the Supported Services are being provided below the applicable Service Levels, Orange will document 
and explain Orange’s performance, including any mitigating circumstances. Orange will propose 
appropriate preventive actions in order to improve operations and to meet the applicable Service 
Levels. Some of the actions may be subject to additional Charges. In particular additional Charges will 
be applied for training, root cause analysis and service improvement plans. 

1.4.4 Support. Orange will provide support either from Customer Operations Associates, or a Customer 
Service Manager. Support will be available during Normal Business Hours. The Customer will select 
the applicable time zone in the Service Order Form. 

1.4.4.1 "Customer Operations Associate" or "COA". COAs will be English speaking and will be available 
during Normal Business Hours. The COAs will respond to Customer’s inquiries within 24 hours. 
The COAs will be Customer’s point of contact for all inquiries regarding quality of service, procedural 
or other technical aspects of the Supported Services, and the COAs will accept Customer's requests 
and inquiries only from Customer's authorized designated contacts as defined in the COG. 

1.4.4.2 "Customer Service Manager" or "CSM". Orange will nominate a Customer Service Manager 
("CSM"). When the CSM is not available for a period of more than 2 days a nominated back-up will be 
provided. 
The CSM will be Customer’s single point of contact for all inquiries regarding performance, procedural 
or other technical aspects of the Supported Services, and the CSM will accept Customer's requests 
and inquiries only from Customer's authorized designated contacts as defined in the COG. 
The CSM will proactively manage operational performance within Orange on Customer’s behalf and 
work with Orange’s internal operations groups to maintain or improve performance of Customer’s 
Supported Services as needed. 

1.5 Additional Options 
1.5.1 Optimize Network. Customers who subscribes to the Optimize Network option of Enterprise Service 

Optimize will not be billed for Root Cause Analysis and Service Improvement Plans. 
1.5.2 Upon Customer’s request and subject to additional ad-hoc Charges, Orange will provide the services 

described below. 
1.5.2.1 Additional Face-to-Face Meeting. Customers who elect to subscribe to Service Review with at least 

one Service Review per annum on Customer site will be entitled to request additional face-to-face 
meetings in location of Customer’s choice. 

1.5.2.2 CSM on-call outside Normal Business Hours. If Customer requires CSM to be on-call during critical 
business hours, seasonal peaks or for execution of Change Requests with "clear impact" or 
"significant impact". 

1.5.2.3 Training. Orange will train Customer representatives on Orange’s support processes and on use of 
My Service Space (e.g. for Incident Management, etc.). 

1.5.2.4 Root Cause Analysis. If an Incident is breaching the SLA due to Orange failure, Orange will provide a 
detailed report (the "Root Cause Analysis") and an action plan for the failing Incidents listed below. If 
an Incident is due to the Customer, Orange will review the situation with the Customer but will not 
open a Root Cause Analysis. The availability of the Root Cause Analysis is subject to the following 
criteria to be met: 
 The GTTR Service Level was not met; 
 An Incident was assigned a Severity Level-1, and the actual time to repair for the Severity 

Level-1 Incident was more than 6 hours. 
Customer must request the Root Cause Analysis in writing no later than 5 Business Days from the 
date on which the Incident is resolved, and Orange will provide such report no earlier than 4 Business 
Days from the receipt of Customer’s request. 

1.5.2.5 Service Improvement Plan. If Orange’s performance is below the applicable Service Levels and 
either Customer or Orange raises specific concern regarding Orange’s performance for a Supported 
Service covered by the Enterprise Service Optimize, Orange will initiate a plan (the "Service 
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Improvement Plan" or "SIP") to meet the applicable Service Levels and monitor the results of such 
program. The SIP which may include actions to be performed by the Parties, completion dates of 
milestones, and the target completion date for the SIP. The scope of the SIP and associated Charges 
will be mutually agreed by the Parties. 
Once a SIP is closed, Orange will continue to monitor the relevant Supported Services for the following 
3 months. 

1.6 Charges 
1.6.1 Service Charge. A subscription fee will apply, subject to frequency and location of Service Review. 
1.6.2 Charges for Optimize Network Services. This charge is based on the Expected Number of 

Connections as stated on the Service Order Form. Each time a new Supported Service is added to the 
Customer Solution or the expected volume of the Supported Service is increased the Charges for 
Optimize Network Services will be incremented. 

1.6.3 Ad-hoc charges. If the CSM is called upon outside Normal Business Hours then this may be subject 
to an additional ad-hoc charge. 
Separate Charges subject to estimated level of effort and contracted CSM rate per hour will apply. 
Minimum charge is 0.5 man/days. 

END OF SERVICE DESCRIPTION FOR ENTERPRISE SERVICE OPTIMIZE 
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