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1 [bookmark: _Toc454454117][bookmark: _Toc454462257][bookmark: _Toc66440837][bookmark: _Toc212790716]Applicable terms
1.1 This is the SecureEdge section of Our Customer Terms.
1.2 Unless you have a separate agreement with us which excludes them, the General Terms of Our Customer Terms apply to the provision of SecureEdge services. 
1.3 Certain words are used with the specific meanings set out in this section or in the General Terms of Our Customer Terms.
1.4 If the General Terms of Our Customer Terms are inconsistent with something in this SecureEdge section, then this SecureEdge section applies instead of the General Terms to the extent of the inconsistency.
1.5 If a provision of this SecureEdge section gives us the right to suspend or terminate your service, that right is in addition to our rights to suspend or terminate your service under the General Terms of Our Customer Terms.
2 [bookmark: _Toc66440838][bookmark: _Toc212790717][bookmark: _Toc454454119][bookmark: _Toc454462258]SecureEdge
[bookmark: _Toc66440839][bookmark: _Toc212790718]What is SecureEdge?
2.1 SecureEdge is a collection of security services designed to restrict malicious or unwanted data traffic in or out of your network.
2.2 Each SecureEdge service provides you with a virtualised next generation firewall solution.
2.3 The available SecureEdge services are: 
(a) SecureEdge Network; 
(b) SecureEdge Cloud;
(c) SecureEdge Remote;
(d) SecureEdge Connect; and
(e) SecureEdge Managed Services (SEMS).
2 
2.1 
2.2 
2.3 
2.4 The SecureEdge services aren't available to Telstra Wholesale customers, Telstra International customers or for resale.
[bookmark: _Toc212790719]Availability
2.4      Effective 11 December 2025, he following SecureEdge services will no longer be available for purchase: 
i. SecureEdge Cloud;
ii. SecureEdge Remote; and
iii. SecureEdge Connect.
3 [bookmark: _Toc133929090][bookmark: _Toc66440840][bookmark: _Toc212790720]GENERAL
3.1 Other than as expressly stated in this section, we do not monitor or manage any of your other services, including any of your other products or services as part of your SecureEdge service.
3.2 Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we will use due care and skill to provide the SecureEdge services but we do not promise or guarantee that your SecureEdge service will prevent or detect all unauthorised access or breaches to/from your network.
3.3 You are responsible for ensuring that you comply with the licence terms of any software (such as application software or operating system) which you install or use in connection with your SecureEdge service.
3.4 [bookmark: _Ref148003801]Your use of any Palo Alto Networks software as part of a SecureEdge service is subject to your acceptance of and compliance with the Palo Alto Networks EULA, a copy of which can be found at: https://www.paloaltonetworks.com/content/dam/pan/en_US/assets/pdf/legal/palo-alto-networks-end-user-license-agreement-eula.pdf
3.5 You may be given a high degree of control over your firewall and security configuration and policies. If you configure and manage your SecureEdge service in such a manner that causes disruption to your service and/or deletion of any of your data, you will be responsible for any loss that you suffer as a result and you may need to pay us an additional charge to rectify any problems.
3.6 You acknowledge and agree that we, and the third party vendors, will need to have management access to your SecureEdge service to perform any installation, configuration, monitoring or other tasks that are necessary to supply the service to you.
3.7 We will carry out your firewall policy configuration requests as instructed but we will not advise on the merits of the request or the potential consequences of implementing the request. You agree and acknowledge that any and all firewall policy configurations, remain your sole responsibility. Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, you further acknowledge and agree that we accept no liability whatsoever, either consequential or direct that may arise from those policy configurations.
[bookmark: _Toc312857603][bookmark: _Toc312857714][bookmark: _Toc312857822][bookmark: _Toc312857927][bookmark: _Toc312858026][bookmark: _Toc312873297][bookmark: _Toc312873396][bookmark: _Toc312873501][bookmark: _Toc312873582][bookmark: _Toc312873667][bookmark: _Toc312873752][bookmark: _Toc312873836][bookmark: _Toc312873920][bookmark: _Toc312874091][bookmark: _Toc313003506][bookmark: _Toc313003627][bookmark: _Toc313003660][bookmark: _Toc313003707][bookmark: _Toc313014006][bookmark: _Toc313017883][bookmark: _Toc312857604][bookmark: _Toc312857715][bookmark: _Toc312857823][bookmark: _Toc312857928][bookmark: _Toc312858027][bookmark: _Toc312873298][bookmark: _Toc312873397][bookmark: _Toc312873502][bookmark: _Toc312873583][bookmark: _Toc312873668][bookmark: _Toc312873753][bookmark: _Toc312873837][bookmark: _Toc312873921][bookmark: _Toc312874092][bookmark: _Toc313003507][bookmark: _Toc313003628][bookmark: _Toc313003661][bookmark: _Toc313003708][bookmark: _Toc313014007][bookmark: _Toc313017884][bookmark: _Toc312857605][bookmark: _Toc312857716][bookmark: _Toc312857824][bookmark: _Toc312857929][bookmark: _Toc312858028][bookmark: _Toc312873299][bookmark: _Toc312873398][bookmark: _Toc312873503][bookmark: _Toc312873584][bookmark: _Toc312873669][bookmark: _Toc312873754][bookmark: _Toc312873838][bookmark: _Toc312873922][bookmark: _Toc312874093][bookmark: _Toc313003508][bookmark: _Toc313003629][bookmark: _Toc313003662][bookmark: _Toc313003709][bookmark: _Toc313014008][bookmark: _Toc313017885][bookmark: _Toc312857606][bookmark: _Toc312857717][bookmark: _Toc312857825][bookmark: _Toc312857930][bookmark: _Toc312858029][bookmark: _Toc312873300][bookmark: _Toc312873399][bookmark: _Toc312873504][bookmark: _Toc312873585][bookmark: _Toc312873670][bookmark: _Toc312873755][bookmark: _Toc312873839][bookmark: _Toc312873923][bookmark: _Toc312874094][bookmark: _Toc313003509][bookmark: _Toc313003630][bookmark: _Toc313003663][bookmark: _Toc313003710][bookmark: _Toc313014009][bookmark: _Toc313017886][bookmark: _Toc312857607][bookmark: _Toc312857718][bookmark: _Toc312857826][bookmark: _Toc312857931][bookmark: _Toc312858030][bookmark: _Toc312873301][bookmark: _Toc312873400][bookmark: _Toc312873505][bookmark: _Toc312873586][bookmark: _Toc312873671][bookmark: _Toc312873756][bookmark: _Toc312873840][bookmark: _Toc312873924][bookmark: _Toc312874095][bookmark: _Toc313003510][bookmark: _Toc313003631][bookmark: _Toc313003664][bookmark: _Toc313003711][bookmark: _Toc313014010][bookmark: _Toc313017887][bookmark: _Toc312857608][bookmark: _Toc312857719][bookmark: _Toc312857827][bookmark: _Toc312857932][bookmark: _Toc312858031][bookmark: _Toc312873302][bookmark: _Toc312873401][bookmark: _Toc312873506][bookmark: _Toc312873587][bookmark: _Toc312873672][bookmark: _Toc312873757][bookmark: _Toc312873841][bookmark: _Toc312873925][bookmark: _Toc312874096][bookmark: _Toc313003511][bookmark: _Toc313003632][bookmark: _Toc313003665][bookmark: _Toc313003712][bookmark: _Toc313014011][bookmark: _Toc313017888][bookmark: _Toc66440841][bookmark: _Toc212790721]User Interface 
3.8 We will provide you with access to an online user interface at https://connectapp.telstra.com/ to configure, manage or request reports on your SecureEdge service (“User Interface”). If required, we will provide you with means of authentication to enable you to access the User Interface. We recommend that you use multi factor authentication to access the User Interface.
3.9 All standard tier self-managed firewall policy configurations will be applied to the firewall via the User Interface. You will not have access to the underlying firewall Command  Line Interface (CLI) console.
[bookmark: _Toc66440842][bookmark: _Toc212790722]Term 
3.10 We provide your SecureEdge service for the period you nominate in your application form, unless terminated earlier in accordance with this clause.
3.11 The minimum term for each component of your SecureEdge service is 12 months (or the longer period set out in your application form).
3.12 The minimum term is separate for each SecureEdge service.
3.13 After the minimum term:
(a) your SecureEdge service continues until terminated; and
(b) either you or we may terminate your SecureEdge service in whole or in part by giving at least 30 days written notice.
3.14 You need to agree to a new minimum term if you want to modify your SecureEdge service.  We will waive the once-off connection fee but you may be charged an early termination charge if you reduce the size or otherwise downgrade your existing SecureEdge service. 
[bookmark: _Toc66440843][bookmark: _Toc212790723]Termination
3.15 If you or we terminate or downgrade your SecureEdge service during the minimum term for any reason other than our material breach you have to pay us the early termination charges for that SecureEdge service.
3.16 The early termination charges for the SecureEdge service are calculated as follows:
ETC = (A x B) x 55%
where:
A = number of months remaining in minimum term for the terminated service (as set out in your application form)
B = the monthly charge for the terminated service (as set out in your application form)
3.17 You acknowledge the early termination charges are a genuine pre-estimate of the loss we would suffer if you terminated early.
3.18 We can terminate any or all of your SecureEdge services if you cause a defect or Incident by accidental damage, or improper or negligent use of the equipment or the network, or you don’t allow us access to your SecureEdge service so we can maintain the currency of the firmware or software. You have to pay early termination charges if we terminate your SecureEdge service under this clause.
3.19 We can terminate your SecureEdge service in respect of a particular feature if we no longer support that feature, by giving you at least 30 days written notice. You do not have to pay early termination charges if we terminate under this clause.
[bookmark: _Toc212790724]Annual CPI Adjustment
3.20 This clause applies if you sign up to or recontract your SecureEdge service on or after 21 February 2024 and the service has a minimum term of 12 months or longer:
(a) The prices for the service will remain fixed during the first 12 months from the commencement of the minimum term (Start Date).
(b) At any time after the first 12 months, we may, by giving you reasonable advance notice, increase the prices for the service by a percentage amount no greater than CPI (rounded to the nearest dollar), provided that we only exercise this price increase right no more than once in any 12-month period.
(c)	 In this clause, CPI means the percentage annual change in the Consumer Price Index All Groups weighted average for the 8 capital cities as published by the Australian Bureau of Statistics (ABS) immediately before the date of our price increase notice. 
[bookmark: _Toc212790725]Your Responsibilities
3.21 You must ensure you provide us with your most current details at all times. You can change your details through the Telstra Security Portal.
3.22 We need you to provide various inputs and do various things in order for us to perform the SecureEdge Managed Services. These are different for each service, and are set out in our Responsibilities Guide.
3.23 The Responsibilities Guide may change over time and it’s up to you to make sure you have the latest version.
3.24 If your particular environment involves special requirements or extra inputs from you, then these are set out in your application form.  These are on top of your responsibilities set out in the Responsibilities Guide or Our Customer Terms.
3.25 You have to provide all materials and inputs by the dates specified in your application form or, where no dates are specified, when we tell you.
You have to maintain the firmware and software on your equipment (whether you own it or buy or rent it from us) to a currency of no less than 2 versions behind the latest production release of the relevant firmware or software (i.e. n-2).
[bookmark: _Toc212790726]Eligibility
3.26 Your SecureEdge Network Service will require:
(a) Telstra Next IP Service; and 
(b) compatible devices to enable use of IPSec features that may be part of your service.
3.27 Your SecureEdge Cloud service will require:
(a) Your branch offices to have internet connection; 
(b) sufficient bandwidth based on the package you purchase; and
(c) an Ipsec-compatible device, such as your existing branch router or a software-defined wide area network (SD-WAN) appliance to connect to this service.
3.28 Your SecureEdge Remote service will require;
(a) Your endpoint device to have internet connection; and
(b) that you have, at minimum, the operating system needed to install the software which we provide to connect to this service. 
3.29 Your SecureEdge Connect service will need to meet the requirements listed in clauses 3.26 and 3.27.
3.30 Further details on compatibility may be provided to you upon your request in writing to Telstra.
4 [bookmark: _Toc133929097][bookmark: _Toc66440844][bookmark: _Toc212790727]SecureEdge Network 
[bookmark: _Toc66440845][bookmark: _Toc212790728]What is SecureEdge Network?
4.1 SecureEdge Network is a cloud-based next generation firewall hosted in Telstra infrastructure within Australia that provides you with a security gateway for your Telstra IP WAN, IP MAN, or Connect IP service ("Next IP Service"). 
4.2 The SecureEdge Network product provides a range of security features based on the package selected by you in accordance with your application form or other agreement with us.  Details of the features included in each package can be found in your application form.	

[bookmark: _Toc66440847][bookmark: _Toc212790729]Connection type
4.3 You must select at least one of these Connection types for your SecureEdge Network service:
(a) Internet connection; or
(b) Extranet connection
[bookmark: _Toc66440848][bookmark: _Toc212790730]Internet connection
4.4 The SecureEdge Network Internet connection provides connectivity from your Next IP Service to the internet.
[bookmark: _Toc66440849][bookmark: _Toc212790731]Extranet connection
4.5 The SecureEdge Network Extranet connection provides connectivity of your Next IP Service to other organisations that also have a Next IP Network Service with us via that other customer’s SecureEdge Network Extranet connection. You must have the consent of the other organisation before requesting an Extranet connection.
5 [bookmark: _Toc212790732]SecureEdge Cloud 
[bookmark: _Toc212790733]What is SecureEdge Cloud?
5.1 SecureEdge Cloud is a cloud-based next generation firewall hosted in Cloud Platform that provides you with a security gateway for your site.
5.2 The SecureEdge Cloud product provides a range of security features based on the package selected by you in accordance with your application form or other agreement with us.  Details of the features included in each package can be found in your application form.


6 [bookmark: _Toc212790734]SecureEdge Remote 
[bookmark: _Toc212790735]What is SecureEdge Remote?
6.1 SecureEdge Remote is a cloud based next generation firewall hosted in Cloud Platform that provides reliable internet access for your devices.
6.2 The SecureEdge Remote product provides a range of security features based on the package selected by you in accordance with your application form or other agreement with us.  Details of the features included in each package can be found in your application form.
7 [bookmark: _Toc133929107][bookmark: _Toc212790736]SecureEdge Connect 
[bookmark: _Toc212790737]What is SecureEdge Connect?
7.1 SecureEdge Connect provides you with a combination of SecureEdge Cloud and SecureEdge Remote products.
7.2 [bookmark: _Toc209103199][bookmark: _Toc209103200][bookmark: _Toc66440850]The SecureEdge Connect product provides a range of security features based on the package selected by you in accordance with your application form or other agreement with us.  Details of the features included in each package can be found in your application form.Limitations
7.3 We may limit from time to time the number of IP addresses you may use with your SecureEdge service. We will let you know if we are going to apply a limit to your IP addresses before we do so.
7.4 You acknowledge that you are responsible for providing us with information so that we can configure your SecureEdge service. Once we have provided you with your SecureEdge service, you will have the ability to change the configuration. You will be responsible for any changes to the configuration that you request or make. 
7.5 If we provide you with a report as part of your SecureEdge service, then you acknowledge that the report should be used as a guide only. Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we will not be responsible for loss which you suffer as a result of relying on the report.
7.6 You must not use the SecureEdge service in a way that is fraudulent, excessive or unreasonable, which includes using it in a manner that causes significant network congestion. 


7.7 If you do, we reserve the right to charge you and will notify you of any applicable charges.

8 [bookmark: _Toc452639281][bookmark: _Toc452639282][bookmark: _Toc452639283][bookmark: _Toc452639284][bookmark: _Toc452639285][bookmark: _Toc452639286][bookmark: _Toc452639287][bookmark: _Toc452639288][bookmark: _Toc452639289][bookmark: _Toc452639290][bookmark: _Toc452639291][bookmark: _Toc452639292][bookmark: _Toc452639293][bookmark: _Toc374703294][bookmark: _Toc325053248][bookmark: _Toc325055211][bookmark: _Toc325375477][bookmark: _Toc325053249][bookmark: _Toc325055212][bookmark: _Toc325375478][bookmark: _Toc325053250][bookmark: _Toc325055213][bookmark: _Toc325375479][bookmark: _Toc325053251][bookmark: _Toc325055214][bookmark: _Toc325375480][bookmark: _Toc325053252][bookmark: _Toc325055215][bookmark: _Toc325375481][bookmark: _Toc325053253][bookmark: _Toc325055216][bookmark: _Toc325375482][bookmark: _Toc325053254][bookmark: _Toc325055217][bookmark: _Toc325375483][bookmark: _Toc325053255][bookmark: _Toc325055218][bookmark: _Toc325375484][bookmark: _Toc325053256][bookmark: _Toc325055219][bookmark: _Toc325375485][bookmark: _Toc325053257][bookmark: _Toc325055220][bookmark: _Toc325375486][bookmark: _Toc325053258][bookmark: _Toc325055221][bookmark: _Toc325375487][bookmark: _Toc325053259][bookmark: _Toc325055222][bookmark: _Toc325375488][bookmark: _Toc325053260][bookmark: _Toc325055223][bookmark: _Toc325375489][bookmark: _Toc325053261][bookmark: _Toc325055224][bookmark: _Toc325375490][bookmark: _Toc325053262][bookmark: _Toc325055225][bookmark: _Toc325375491][bookmark: _Toc325053263][bookmark: _Toc325055226][bookmark: _Toc325375492][bookmark: _Toc325053264][bookmark: _Toc325055227][bookmark: _Toc325375493][bookmark: _Toc325053265][bookmark: _Toc325055228][bookmark: _Toc325375494][bookmark: _Toc325053266][bookmark: _Toc325055229][bookmark: _Toc325375495][bookmark: _Toc325053267][bookmark: _Toc325055230][bookmark: _Toc325375496][bookmark: _Toc325053268][bookmark: _Toc325055231][bookmark: _Toc325375497][bookmark: _Toc325053269][bookmark: _Toc325055232][bookmark: _Toc325375498][bookmark: _Toc325053270][bookmark: _Toc325055233][bookmark: _Toc325375499][bookmark: _Toc325053271][bookmark: _Toc325055234][bookmark: _Toc325375500][bookmark: _Toc325053272][bookmark: _Toc325055235][bookmark: _Toc325375501][bookmark: _Toc325053273][bookmark: _Toc325055236][bookmark: _Toc325375502][bookmark: _Toc325053274][bookmark: _Toc325055237][bookmark: _Toc325375503][bookmark: _Toc324766556][bookmark: _Toc324779159][bookmark: _Toc324779828][bookmark: _Toc325052917][bookmark: _Toc325053275][bookmark: _Toc325055238][bookmark: _Toc325375504][bookmark: _Toc324766557][bookmark: _Toc324779160][bookmark: _Toc324779829][bookmark: _Toc325052918][bookmark: _Toc325053276][bookmark: _Toc325055239][bookmark: _Toc325375505][bookmark: _Toc324766558][bookmark: _Toc324779161][bookmark: _Toc324779830][bookmark: _Toc325052919][bookmark: _Toc325053277][bookmark: _Toc325055240][bookmark: _Toc325375506][bookmark: _Toc324766559][bookmark: _Toc324779162][bookmark: _Toc324779831][bookmark: _Toc325052920][bookmark: _Toc325053278][bookmark: _Toc325055241][bookmark: _Toc325375507][bookmark: _Toc312857614][bookmark: _Toc312857615][bookmark: _Toc324766560][bookmark: _Toc324779163][bookmark: _Toc324779832][bookmark: _Toc325052921][bookmark: _Toc325053279][bookmark: _Toc325055242][bookmark: _Toc325375508][bookmark: _Toc324766561][bookmark: _Toc324779164][bookmark: _Toc324779833][bookmark: _Toc325052922][bookmark: _Toc325053280][bookmark: _Toc325055243][bookmark: _Toc325375509][bookmark: _Toc324766562][bookmark: _Toc324779165][bookmark: _Toc324779834][bookmark: _Toc325052923][bookmark: _Toc325053281][bookmark: _Toc325055244][bookmark: _Toc325375510][bookmark: _Toc324766563][bookmark: _Toc324779166][bookmark: _Toc324779835][bookmark: _Toc325052924][bookmark: _Toc325053282][bookmark: _Toc325055245][bookmark: _Toc325375511][bookmark: _Toc324766564][bookmark: _Toc324779167][bookmark: _Toc324779836][bookmark: _Toc325052925][bookmark: _Toc325053283][bookmark: _Toc325055246][bookmark: _Toc325375512][bookmark: _Toc304537374][bookmark: _Toc304537447][bookmark: _Toc304537506][bookmark: _Toc304537564][bookmark: _Toc304537622][bookmark: _Toc304537680][bookmark: _Toc304537719][bookmark: _Toc304537375][bookmark: _Toc304537448][bookmark: _Toc304537507][bookmark: _Toc304537565][bookmark: _Toc304537623][bookmark: _Toc304537681][bookmark: _Toc304537720][bookmark: _Toc304537380][bookmark: _Toc304537453][bookmark: _Toc304537512][bookmark: _Toc304537570][bookmark: _Toc304537628][bookmark: _Toc304537686][bookmark: _Toc304537725][bookmark: _Toc304537381][bookmark: _Toc304537454][bookmark: _Toc304537513][bookmark: _Toc304537571][bookmark: _Toc304537629][bookmark: _Toc304537687][bookmark: _Toc304537726][bookmark: _Toc304537382][bookmark: _Toc304537455][bookmark: _Toc304537514][bookmark: _Toc304537572][bookmark: _Toc304537630][bookmark: _Toc304537688][bookmark: _Toc304537727][bookmark: _Toc304537383][bookmark: _Toc304537456][bookmark: _Toc304537515][bookmark: _Toc304537573][bookmark: _Toc304537631][bookmark: _Toc304537689][bookmark: _Toc304537728][bookmark: _Toc304537395][bookmark: _Toc304537468][bookmark: _Toc304537527][bookmark: _Toc304537585][bookmark: _Toc304537643][bookmark: _Toc304537404][bookmark: _Toc304537477][bookmark: _Toc304537536][bookmark: _Toc304537594][bookmark: _Toc304537652][bookmark: _Toc304537408][bookmark: _Toc304537481][bookmark: _Toc304537540][bookmark: _Toc304537598][bookmark: _Toc304537656][bookmark: _Toc445723666][bookmark: _Toc445727049][bookmark: _Toc445727107][bookmark: _Toc445727164][bookmark: _Toc445727221][bookmark: _Toc445727278][bookmark: _Toc445965089][bookmark: _Toc445723667][bookmark: _Toc445727050][bookmark: _Toc445727108][bookmark: _Toc445727165][bookmark: _Toc445727222][bookmark: _Toc445727279][bookmark: _Toc445965090][bookmark: _Toc445723668][bookmark: _Toc445727051][bookmark: _Toc445727109][bookmark: _Toc445727166][bookmark: _Toc445727223][bookmark: _Toc445727280][bookmark: _Toc445965091][bookmark: _Toc445723669][bookmark: _Toc445727052][bookmark: _Toc445727110][bookmark: _Toc445727167][bookmark: _Toc445727224][bookmark: _Toc445727281][bookmark: _Toc445965092][bookmark: _Toc445723670][bookmark: _Toc445727053][bookmark: _Toc445727111][bookmark: _Toc445727168][bookmark: _Toc445727225][bookmark: _Toc445727282][bookmark: _Toc445965093][bookmark: _Toc445723671][bookmark: _Toc445727054][bookmark: _Toc445727112][bookmark: _Toc445727169][bookmark: _Toc445727226][bookmark: _Toc445727283][bookmark: _Toc445965094][bookmark: _Toc445723672][bookmark: _Toc445727055][bookmark: _Toc445727113][bookmark: _Toc445727170][bookmark: _Toc445727227][bookmark: _Toc445727284][bookmark: _Toc445965095][bookmark: _Toc445723673][bookmark: _Toc445727056][bookmark: _Toc445727114][bookmark: _Toc445727171][bookmark: _Toc445727228][bookmark: _Toc445727285][bookmark: _Toc445965096][bookmark: _Toc445723674][bookmark: _Toc445727057][bookmark: _Toc445727115][bookmark: _Toc445727172][bookmark: _Toc445727229][bookmark: _Toc445727286][bookmark: _Toc445965097][bookmark: _Toc445723675][bookmark: _Toc445727058][bookmark: _Toc445727116][bookmark: _Toc445727173][bookmark: _Toc445727230][bookmark: _Toc445727287][bookmark: _Toc445965098][bookmark: _Toc445723676][bookmark: _Toc445727059][bookmark: _Toc445727117][bookmark: _Toc445727174][bookmark: _Toc445727231][bookmark: _Toc445727288][bookmark: _Toc445965099][bookmark: _Toc445723677][bookmark: _Toc445727060][bookmark: _Toc445727118][bookmark: _Toc445727175][bookmark: _Toc445727232][bookmark: _Toc445727289][bookmark: _Toc445965100][bookmark: _Toc445723678][bookmark: _Toc445727061][bookmark: _Toc445727119][bookmark: _Toc445727176][bookmark: _Toc445727233][bookmark: _Toc445727290][bookmark: _Toc445965101][bookmark: _Toc452639294][bookmark: _Toc452639295][bookmark: _Toc452639296][bookmark: _Toc452639297][bookmark: _Toc452639298][bookmark: _Toc452639299][bookmark: _Toc452639300][bookmark: _Toc452639301][bookmark: _Toc452639302][bookmark: _Toc452639303][bookmark: _Toc452639304][bookmark: _Toc452639305][bookmark: _Toc452639306][bookmark: _Toc452639307][bookmark: _Toc452639308][bookmark: _Toc452639309][bookmark: _Toc452639310][bookmark: _Toc452639311][bookmark: _Toc452639312][bookmark: _Toc452639313][bookmark: _Toc452639318][bookmark: _Toc452639345][bookmark: _Toc452639346][bookmark: _Toc452639347][bookmark: _Toc452639348][bookmark: _Toc452639349][bookmark: _Toc452639350][bookmark: _Toc452639351][bookmark: _Toc452639352][bookmark: _Toc452639353][bookmark: _Toc452639354][bookmark: _Toc452639355][bookmark: _Toc452639356][bookmark: _Toc452639357][bookmark: _Toc452639358][bookmark: _Toc452639359][bookmark: _Toc452639360][bookmark: _Toc452639361][bookmark: _Toc452639362][bookmark: _Toc452639363][bookmark: _Toc452639364][bookmark: _Toc452639365][bookmark: _Toc452639366][bookmark: _Toc452639367][bookmark: _Toc452639368][bookmark: _Toc452639369][bookmark: _Toc452639370][bookmark: _Toc452639371][bookmark: _Toc452639372][bookmark: _Toc452639373][bookmark: _Toc452639374][bookmark: _Toc452639375][bookmark: _Toc452639376][bookmark: _Toc452639377][bookmark: _Toc452639378][bookmark: _Toc452639379][bookmark: _Toc452639380][bookmark: _Toc452639381][bookmark: _Toc452639382][bookmark: _Toc452639383][bookmark: _Toc452639384][bookmark: _Toc452639385][bookmark: _Toc452639386][bookmark: _Toc452639387][bookmark: _Toc452639388][bookmark: _Toc452639389][bookmark: _Toc452639390][bookmark: _Toc452639391][bookmark: _Toc452639392][bookmark: _Toc452639393][bookmark: _Toc452639394][bookmark: _Toc452639395][bookmark: _Toc452639396][bookmark: _Toc452639397][bookmark: _Toc452639398][bookmark: _Toc452639399][bookmark: _Toc452639400][bookmark: _Toc452639401][bookmark: _Toc452639402][bookmark: _Toc452639403][bookmark: _Toc445723680][bookmark: _Toc445727063][bookmark: _Toc445727121][bookmark: _Toc445727178][bookmark: _Toc445727235][bookmark: _Toc445727292][bookmark: _Toc445965103][bookmark: _Toc445723683][bookmark: _Toc445727066][bookmark: _Toc445727124][bookmark: _Toc445727181][bookmark: _Toc445727238][bookmark: _Toc445727295][bookmark: _Toc445965106][bookmark: _Toc445723685][bookmark: _Toc445727068][bookmark: _Toc445727126][bookmark: _Toc445727183][bookmark: _Toc445727240][bookmark: _Toc445727297][bookmark: _Toc445965108][bookmark: _Toc374703302][bookmark: _Toc324766569][bookmark: _Toc324779172][bookmark: _Toc324779841][bookmark: _Toc325052930][bookmark: _Toc374703306][bookmark: _Toc374703307][bookmark: _Toc374703308][bookmark: _Toc324766571][bookmark: _Toc324779174][bookmark: _Toc324779843][bookmark: _Toc325052932][bookmark: _Toc325053286][bookmark: _Toc325055249][bookmark: _Toc325375515][bookmark: _Toc452639404][bookmark: _Toc452639405][bookmark: _Toc452639406][bookmark: _Toc452639407][bookmark: _Toc452639408][bookmark: _Toc452639409][bookmark: _Toc452639410][bookmark: _Toc429560150][bookmark: _Toc429743964][bookmark: _Toc444098305][bookmark: _Toc444098603][bookmark: _Toc454454130][bookmark: _Toc454462269][bookmark: _Toc66440851][bookmark: _Toc212790738][bookmark: _Toc444098304][bookmark: _Toc444098602]Service Levels for customers post 1 june 2023
8.1 The available service levels for customer who take up the SecureEdge services from 1 June 2023 are set out in the table below. For service levels applicable to customers who take up this service before 1 June 2023, please refer to clause 12.
	Service Level
	Service Level Grade

	Service Support Coverage Hours
	24 hours x 7 days 

	Incidents
	Incident Response Time

	Severity 1
	30 minutes

	Severity 2

	60 minutes

	Severity 3

	120 minutes1

	Severity 4

	180 minutes1



1 We only accept responsibility for a failure to meet this service level if the incident relating to the relevant product occurs between 7am and 7pm on a business day.
[bookmark: _Toc66440852][bookmark: _Toc212790739][bookmark: _Toc429560155]Service Level Exclusions 
8.2 We are not responsible for a failure to meet a service level where: 
(a) the failure is caused due to the corruption of data as part of a backup;
(b) you fail to comply with a request from us to maintain sufficient storage capacity for your virtual disks provided under your Storage feature under the Infrastructure part of the Cloud Services section;
(c) the failure is a result of you adding, modifying or deleting service configurations;
(d) you have accessed the SecureEdge service by any other means not agreed with Telstra.
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9.1 The SecureEdge Managed Service (SEMS) implements modifications to your eligible security services based on your request.
[bookmark: _Toc212790742]Availability
9.2 The following security services are eligible for SEMS:
a) SecureEdge Network Internet Connection
b) SecureEdge Network Extranet Connection
9.3 The different types of security policy and configuration changes than can be requested for:
(a) SecureEdge Network are:
(i) Security Zones 
(ii) IP addresses
(iii) NAT/PAT 
(iv) Security objects
(v) AppID filter rules
(vi) Data blocking rules
(vii) File filtering rules
(viii) URL filtering rules 
(ix) SSL/IPSec VPN 
(x) AV/IPS 
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9.4 Any SEMS requests must be applicable to and compatible with your security service and are limited to the technical features of your security service. 
9.5 We will carry out your SEMS request as instructed and will not advise on the potential consequences of implementing the request. 
9.6 We are not responsible for any impacts to applications that we have not provided to you as part of the SEMS service as a consequence of completing your SEMS request.
9.7 We allow you to make a SEMS request, as set out in the table below. For customers who take up this service before 1 June 2023, please refer to section 12 for SEMS quotas.

	SEMS Change Type
	Quota

	Simple Policy Changes


	Means one of the following policy change requests:
0. ten or fewer access control lists and or policy rules, with ten or fewer objects, including up to five network address translation and or port address translation modifications;
0. up to three site to site VPN tunnel configuration changes for new and existing VPNs;
0. up to three clients to Site VPN tunnel configuration changes for new and existing VPNs;
0. up to three IPS signature changes.
	2 per month

	Simple Configuration Changes
	Means Access List changes – changes to the denial or permission of certain IP address range/s or applications on a router or switch device but only if the change doesn’t involve a change to a policy.
	2 per month

	Complex Configuration Changes
	Means a change to the configuration that isn’t:
(a) a policy change of any kind;
(b) a Simple Configuration Change; and 
in our reasonable opinion, a fundamental change to the nature of the service (which would be an early termination)
	2 per month

	Emergency Simple Policy / Configuration Changes
	Means a simple policy or configuration change related to remediating a serious security incident, breach or vulnerability that is impacting or has a high likelihood of significantly impacting the customer’s enterprise IT environment
	1 per month



9.8 All SEMS requests must be submitted in writing. 
9.9 If you make:
(a) requests in excess of the permitted numbers set out above;
(b) a request that is listed as an option available at additional cost,
(c) we will charge you an additional amount for each such request at our then-current rates.
9.10 If you request:
(a) a Simple Policy/Configuration Change and we determine the work is out of scope, your request will be treated by us as a Complex Change Request, or otherwise as a project and a quote will be provided to you; or 
(b) a Complex Policy/Configuration Change and we determine the work is out of scope, your request will be treated as a project by us and a quote will be provided to you. 
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9.11 The table below sets out the service level targets for implementing your change request and is available to customers who take up the SecureEdge services from 1 June 2023. For customers who take up this service before 1 June 2023, please refer to clause 12 for SEMS Service Levels.
	Item
	Description
	Service Target

	Policy / Configuration Change request acknowledgement
	Measured from when you request the change through the User Interface until we acknowledge the policy / configuration change.
	2 hours

	Simple Policy / Configuration Change request implementation
	Measured from when we acknowledge your request for policy/configuration change until we tell you we’ve implemented the change
	4 hours

	Complex Policy / Configuration Change request implementation
	Measured from when we acknowledge your request for policy/configuration change until we tell you we’ve implemented the change.
	8 hours

	Simple Emergency Policy / Configuration Change implementation
	Measured from when we acknowledge your emergency simple policy change until we tell you we’ve implemented the change.
	2 hours


[bookmark: _Toc66440858]
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10.1 These service levels apply to all SecureEdge services unless otherwise stated.
[bookmark: _Toc66440859][bookmark: _Toc212790746]Provisioning and Changes service levels
10.2 The provisioning and change service levels are:
	Item
	Description
	Service level target

	Provisioning time
	Time from when we receive your order until the time the service is provisioned
	20 business days


	Activation time for adds, moves or changes
	Time from when we receive and approve a written request from you until the time when we complete the change
	10 business days




10.3 Our provisioning and change service levels assume the following:
(a) timing begins when we receive your written order or request with all fields fully and accurately completed; 
(b) we have already validated all of your requirements that we need to provide the SecureEdge service to you; 
(c) timing excludes any time waiting for you to provide information we need to progress your order or request; and
(d) excludes any time needed to alter or prepare your network, devices or other resources in connection with the order or request. 
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10.4 The monthly service availability service level is:
	Item
	Description
	Service level target

	Availability of the User Interface for the SecureEdge service
	Calculated per calendar month
	99%


	Availability of the SecureEdge Network service (excluding the User Interface)
	Calculated per calendar month 
	99.99%


	Availability of the SecureEdge Cloud service (excluding the User Interface)
	Calculated per calendar month
	99.99%

	Availability of the SecureEdge Remote service (excluding the User Interface)
	Calculated per calendar month
	99.99%

	Availability of the SecureEdge Connect service (excluding the User Interface)
	Calculated per calendar month
	99.99%

	The service level is calculated as follows:
Availability = {[(A – B) – C / (A – B)] x 100}
A = Total number of hours in the month. 
B = Number of hours in a planned outage period in the month.
C = Number of outage hours for the SecureEdge service in the month.
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10.5 The fault reporting service level is:
	Item
	Description
	Service level target

	Service restoration
	Measured from when a fault is reported to when the fault is resolved
	Severity 1: 90% restored (or work around) in 4 hours
Severity 2: 90% restored (or work around) in 8 hours
Severity 3: 90% restored (or work around) in 24 hours
Severity 4: 90% restored (or work around) in 48 hours

	Progress Updates
	Measured from when we last updated you on the issue
	Severity 1: every 4 hours
Severity 2: every 12 hours
Severity 3: every 48 hours
Severity 4: every 72 hours
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[bookmark: _Toc66440862][bookmark: _Toc212790749]Scheduled & Emergency Maintenance 
10.6 We may perform scheduled maintenance on your SecureEdge service, which may cause your Services to be temporarily unavailable.  
10.7 We aim (but do not guarantee) to give you reasonable notice before performing such scheduled maintenance.  We can do this by posting information on the SecureEdge User Interface, or by sending an e-mail to the person you have nominated as your technical contact.
10.8 However, we reserve the right to instigate emergency security or maintenance procedures and updates, to address urgent or critical issues without notice, if required to protect our customers and the SecureEdge services. 
[bookmark: _Toc66440863][bookmark: _Toc212790750]Service credits
10.9 [bookmark: _Ref490830990]If we do not meet the service level targets under clause 11.4, you can request a service credit. You must do this by telling us in writing within 30 days from the date that we did not meet the applicable service level.
10.10 After we receive your request under clause 11.9, we will confirm with you if a service credit is due (and we will act reasonably in doing so). The following applies to your service credits:
(a) if a service credit is due, we will rebate you an amount equal to 10% of your monthly charge for the impacted SecureEdge service;
(b) in any given calendar month, your entitlement to service credits is capped to an amount equal to 20% of your monthly charge for the impacted SecureEdge service;
(c) you cannot receive more than one service credit in any 24 hour period, regardless of the number of service legal target failures in that period; and
(d) we endeavour to meet the service level targets in this clause 9 and your request for the applicable service credit is your only remedy for our failure to do so.
10.11 Any rebate will be applied to your Telstra bill (at the end of the billing cycle).
[bookmark: _Toc66440864][bookmark: _Toc212790751]Service Level exclusions
10.12 Service credits don’t apply where the failure to meet the service level target is affected by:
(a) you fail to follow our reasonable directions to avoid or remedy an Incident; 
(b) you do not provide us with full and accurate information detailing any requests or relating to any Incidents that you report to us;
(c) scheduled or emergency maintenance; 
(d) a fault with your product, service or resource that is caused by you or a third party;
(e) any third party act or omission;
(f) the cutting of cable or fibre which is needed to provide your product or service;
(g) interference or damage to our equipment or network by you or by a third party;
(h) a fault beyond our network boundary point or with your equipment or resources (unless we have specifically agreed in writing to support these things); or
(i) any other cause beyond our reasonable control (including acts of God, industrial disputes of any kind, lightening, fire, earthquake, storm, flood, government restriction, determination of any government or regulatory body, determination of any court of law or any such similar event).
11 [bookmark: _Toc133929125][bookmark: _Toc133929126][bookmark: _Toc133929127][bookmark: _Toc133929128][bookmark: _Toc133929129][bookmark: _Toc133929130][bookmark: _Toc133929131][bookmark: _Toc133929132][bookmark: _Toc133929133][bookmark: _Toc133929134][bookmark: _Toc133929135][bookmark: _Toc133929136][bookmark: _Toc133929137][bookmark: _Toc133929138][bookmark: _Toc133929139][bookmark: _Toc133929140][bookmark: _Toc133929141][bookmark: _Toc133929142][bookmark: _Toc133929143][bookmark: _Toc133929144][bookmark: _Toc133929145][bookmark: _Toc133929146][bookmark: _Toc212790752]Service Levels for customers before 1 june 2023
11.1 The following Service Levels apply to customers who have taken up SecureEdge prior to 1 June 2023:
	Service Level
	Service Level Grade

	Service Support Coverage Hours
	24 hours x 7 days 

	Incidents
	Incident Response Time
	Incident Restore Time

	Severity 1
	30 minutes
	4 hours

	Severity 2

	60 minutes
	6 hours

	Severity 3

	120 minutes1
	8 hours1

	Severity 4

	180 minutes1
	24 hours1



11.2 [bookmark: _Hlk132902737]The following SEMS Change type quotas apply to customers who have taken up SecureEdge prior to 1 June 2023:
	SEMS Change Type
	Quota

	Simple Policy Changes


	Means one of the following policy change requests:
0. ten to fewer access control lists and or policy rules, with ten or fewer objects, including up to five network address translation and or port address translation modifications;
0. up to three site to site VPN tunnel configuration changes for new and existing VPNs;
0. up to three clients to Site VPN tunnel configuration changes for new and existing VPNs;
0. up to three IPS signature changes.
	4 per month

	Simple Configuration Changes
	Means Access List changes – changes to the denial or permission of certain IP address range/s or applications on a router or switch device but only if the change doesn’t involve a change to a policy.
	4 per month

	Complex Policy Changes
	Means one of the following policy change requests:
(a) ten and no more than twenty access control list and or policy rules, with ten or more objects, with five or more network address translation and or port address translation modifications;
(b) changes over two and no more than eight devices for single services;
(c) four and no more than eight VPN tunnel changes/configurations for new and existing VPNs;
(d) four and no more than eight VPN client/account modifications for new and existing VPNs;
(e) four and no more than eight signature changes for IPS modules; or
(f) interface configuration changes (changing the IP address on the Interface, as it may impact the policy).
	1 per month

	Complex Configuration Changes
	Means a change to the configuration that isn’t:
(c) a policy change of any kind;
(d) a Simple Configuration Change; and 
in our reasonable opinion, a fundamental change to the nature of the service (which would be an early termination)
	1 per month

	Emergency Simple Policy / Configuration Changes
	Means a simple policy or configuration change related to remediating a serious security incident, breach or vulnerability that is impacting or has a high likelihood of significantly impacting the customer’s enterprise IT environment
	1 per month



11.3 The following SEMS service targets apply to customers who have taken up SecureEdge prior to 1 June 2023:
	Item
	Description
	Service Target

	Simple Policy / Configuration Change request acknowledgement
	Measured from when you request the change through the User Interface until we acknowledge the policy / configuration change.
	2 hours

	Complex Policy / Configuration Change request implementation
	Measured from when we acknowledge your request for policy/configuration change until we tell you we’ve implemented the change.
	8 hours

	Simple Emergency Policy / Configuration Change implementation
	Measured from when we acknowledge your emergency simple policy change until we tell you we’ve implemented the change.
	2 hours







11.4 The following fault reporting service targets apply to customers who have taken up SecureEdge prior to 1 June 2023:
	Item
	Description
	Service level target

	Service restoration
	Measured from when a fault is reported to when the fault is resolved
	Severity 1: 90% restored (or work around) in 12 hours
Severity 2: 90% restored (or work around) in 24 hours
Severity 3: 90% restored (or work around) in 48 hours
Severity 4: 90% restored (or work around) in 72 hours

	Progress Updates
	Measured from when we last updated you on the issue
	Severity 1: every 4 hours
Severity 2: every 12 hours
Severity 3: every 48 hours
Severity 4: every 72 hours



12 [bookmark: _Toc66440865][bookmark: _Toc212790753]Special Meanings
12.1 The following words have the following special meanings:
Complex Configuration Change means a change to the configuration that isn’t:
0. a policy change of any kind;
0. a Simple Configuration Change; and 
0. in our reasonable opinion, a fundamental change to the nature of the service (which would be an early termination).
Complex Policy Change means one of the following policy change requests:
(a) ten or more access control list and or policy rules, with ten or more objects, with five or more network address translation and or port address translation modifications;
(b) changes over two or more devices for single services;
(c) four or more VPN tunnel changes/configurations for new and existing VPNs;
(d) four or more VPN client/account modifications for new and existing VPNs;
(e) four or more signature changes for IPS modules;
(f) interface configuration changes (changing the IP address on the Interface, as it may impact the policy); or
(g) internet service provider changes, where the IP address has changed.
Emergency Policy Change means a change with ten or fewer Access Control Lists and or Policy Rules, with ten or fewer objects, which you tell us is an emergency change.
Incident means a Security Event that we consider poses a real risk to your systems or environment.
Responsibilities Guide means the guide we publish that sets out your responsibilities regarding the SecureEdge Services, as updated from time to time.
Severity 1 Incident means an Incident where your service is not available at a site (or multiple sites) causing critical impact to business operations.
Severity 2 Incident means an Incident where your service is not available, or severely degraded, impacting significant aspects of business operations.
Severity 3 Incident means an Incident where your service is degraded.  Customer service is noticeably impaired but most business operations continue.
Severity 4 Incident means all other Incidents that are not Severity 1, 2 or 3 Incidents. 
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