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ACT (Comms) Ltd Overview

1.1 Company Profile
ACT was formed initially more than ten years ago as engineering based voice and data
specialist’s, providing high quality system installations and maintenance services.

The quality and technical excellence of ACT'’s team quickly led to a reputation of efficiency
and support that was relied upon by international and local companies alike.

The expertise that has been developed over the years, along with our focused approach to
customer care, has resulted in our ability to provide you with an ongoing communications
strategy.

In order to maintain this exceptional level of ongoing service and support, ACT has introduced
pro-active account managers and customer services to assist you as your requirements
evolve. The customer services team work alongside our in-house Technical Assistance
Centre (TAC), manned by a fully trained team of engineers and specialists, thus ensuring the
smooth operation of all systems in our care, at all times.

Our teams of certified installers are trained by the manufacturer to deploy installations
throughout the UK. Working in conjunction with our customer care department our team of
Service Engineers provide on-site after sales support and supplementary services.

1.2 Mission Statement

Our mission is to constantly improve and always deliver a professional quality service to the
industry through our team of certified experts and to exceed expectations through service
excellence.

1.3 Quality Statement
ACT specialises and focuses on providing and maintaining quality technical resources
through manufacturer training and certification systems.

ACT are QMS 1SO9002 quality assured which means our processes and quality systems are
monitored and externally audited ensuring we meet and exceed the expectations of all our
clients.

Through these controlled processes ACT are able to deploy the most highly trained technical
resources available within the industry assisting you in the implementation of cutting edge
solutions professionally and efficiently.
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Technical Services

2.1 Cabling

ACT employ a team of highly trained cabling engineers and consultants to provide a complete
solution for your customer’s voice and data requirements covering design and installation.

We are highly experienced in cabling project management, ensuring a smooth
implementation of the most complex and demanding cabling projects, leaving you with one
point of contact who is always available to ensure everything is completed to an agreed
specification and timescale.

To comprehensively guarantee our workmanship and components, every system installed by
ACT is tested and comes complete with a full written report as proof of compliance.

ACT has secured special manufacturer guarantees that allow us to offer full 15-year
warranties on installations. Covering all parts and labour, this warranty provides the dealer
with heightened levels of confidence in their choice of ACT for cabling projects.

2.2 Systems Installation

2.2.1 Project Co-Ordination

ACT offers a complete managed service. Your installation will be assigned to a fully trained
member of our project management team who will manage all aspects of your project from
network liaison through planning to implementation and finally training.

Our quality control procedures ensure everyone involved in the project is made aware of its
goals, timescales and parameters giving you peace of mind and a problem free
implementation.

2.2.2 Site Survey

To ensure that the installation will be implemented as smoothly as possible for your customer,
it is necessary for one of our technical team to survey the site. This will enable us to identify
any issues or installation requirements which are specific to the site.

2.2.3 Data Collection

In order that our commissioning engineers are able to complete the customers system
programming to meet all of their requirements, as quickly and efficiently as possible, and
therefore reduce disruption of the customers business, a member of our customer training
team will visit site to gather information regarding how the new system will operate.
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2.3 Training

To enable the customer to become familiar with the features of their new system as quickly as
possible, we offer training at all levels from basic user through advanced to administrator.

2.4 Service

Our range of maintenance services allows you to offer a comprehensive service solution to
your customer. Our quality of service ensures your customer retention.

2.4.1 Service Levels

Comfort

This level of support provides Remote and on-site support service between the hours of
9.00am and 5.00pm Monday to Friday (Excluding Public Holidays), This includes callout and
labour only. You will be advised when parts are required and the associated cost.

Classic

This level of support provides remote and on-site support service between the hours of
9.00am and 5.00pm Monday to Friday (Excluding Public Holidays) This includes on-site visits,
labour and equipment. One SystemCare visit is also included.

Advanced

This level of support provides remote and on-site support service between the hours of
8.00am and 8.00pm Monday to Friday (Excluding Public Holidays). This includes on-site visit,
labour and equipment. One SystemCare and four ChangePlus are also included.

System Support

Mon- Mon- o,
8 Hour | 4 Hour | Fri | Fri (Sat/Sun) SystemCare Change
Response |Response |9.00- | 8.00- 8.00-8.00) Visit Plus
5.00 | 8.00 | '
COMFORT 8 n/a n/a n/a Option  Option
COMFORT 4 n/a n/a n/a Option Option
CLASSIC 8 n/a n/a n/a Option
CLASSIC 4 n/a n/a n/a Option
ADVANCED 8 n/a n/a Option 4
ADVANCED 4 n/a n/a Option 4
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2.4.2 Value Added Services Description

SystemCare

During a SystemCare visit our engineer will check the system diagnostics, back up the
database, check power fail, confirm software levels and implement maintenance upgrades
where applicable. SystemCare visits are scheduled annually as part of the maintenance
contract or at an additional cost. Classic and Advanced support include one SystemCare visit
per annum.

ChangePlus

This consists of pre-paid credits for basic on-line system changes, 1 credit = one remote
logon sessions of a 30 minute duration maximum. These are especially useful for the
customer when their requirements alter from day to day.
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Technical Facilities

3.1 Remote & Technical Assistance Services

Customer first line support and ACT engineer’s second line support have access to our
Technical Assistance Centre (TAC). All our TAC personnel are experienced engineers and
specialists who, via remote access, provide a comprehensive range of support services for
you and your customers. These include fault diagnostics and minor programming
amendments.

3.2 Software

4200 - PCMMC
OXO - PM5 and OMC
OXE —-4760 RSC

3.3 Test & Reference Equipment

Test equipment held includes: -

VolP Assessment Tool

Trend ISDN Testers

CAT 5 LAN Testers (Fluke DSP 4300)
Ziad Line Testers

Digital Multimeters

Reference equipment includes: -

4200 19” Rack CCU

4200 Wall Mounted Cabinet

4620 Voicemail System

Range of AC / CM processors with different levels of s/w
OXO Rack 1 & 3 Cabinets with release 1- 5 software
OXE Crystal Architecture

OXE Rack 3, Common Hardware

3.4 Spares holding

As part of ACT’s commitment to maintenance, ACT hold stock of system critical components
for the systems we maintain. The calculation for the stock holding is derived through our
service database.

All service repairs are carried out by the manufacturer and, upon receipt, are re-tested in
accordance with our quality procedure before being made available for the service stock.
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4.1

Working with ACT

General Requirements

The following is a list of minimum general requirements that ACT will comply with when
carrying out any activity on behalf of the Dealer.

Health and Safety

- Health and Safety at work act and any other relevant health and safety legislation.

- Adherence to Customer health and safety policies and procedures.

- Any accidents/incidents and safety issues are be reported to the dealer immediately.

Customer Rules

- Compliance with any customer rules regarding the disposal of waste material.
- Compliance with any customer site rules and procedures.

- No smoking or drinking of alcohol while on customer premises.

- Smart presentable clothing to be worn while on customer’s premises.

Technical Standards

- Compliance with Electricity at Work Regulations.

- Compliance with IEE 16™ Edition Wiring regulations BS7671.

- Compliance with BS6701 code of practice for the installation of apparatus intended for
connection to certain Telecommunication systems.

- Compliance with BS7718 code of practice for the installation of fibre optic cabling.

Quality Management
- All works undertaken by ACT are subject to our quality assurance procedure.

- All quality audits are assessed monthly by the Quality Manager and any non-compliance is
detailed and reviewed by the management team.

Workmanship
- Workmanship is compliant to Telecommunication Industry best practices.

Tools and Test Equipment
- Any test equipment/tooling used has a valid calibration certificate.

- Any test equipment/tooling will be regularly maintained to ensure it remains fully
operational, reliable and safe to use.

- Any tooling/equipment used will be fit for purpose for the activity to be undertaken.
Changes

- Any changes to existing system services must be agreed with the Dealer/Customer in
advance

Due Diligence

ACT are responsible for immediately informing the Dealer if they are unable to fulfil any
aspect of work they have been asked to undertake in the agreed timescale or the required
Quality or Technical standards.

Scope of Services

ACT will provide technical services to assist the dealer with the installation, commissioning,
user training and support of systems and the implementation of cabling solutions.



4.2 Implementation Services
4.2a Site Survey

General description of service

Site Survey consists of the following activities:

- Carrying out Health and Safety risk assessment.

- Ascertaining physical installation position for equipment taking into account manufacturers
environmental requirements.

- Verifying that telephone lines and power are available.

- Visual check of the standard of any existing telephone cabling to verify that it is suitable for
the system that is to be installed.

- ldentifying installation materials required.

- ldentifying any site issues that will prevent the successful installation of the equipment.

Dealer deliverables

- Site Survey form
- Site address, customer name and contact number
- Kit list

ACT deliverables

- Completed site survey form
- Competent and fully trained engineer
- Completed Risk Assessment form

4.2b Project Co-Ordination
General description of service

System project co-ordination consists of all of the following activities:
- Installation site survey
Database questionnaire
Verification that system specification matches data collection
Physical installation including labelling
Pre-commissioning and commissioning checks/tests
Customer handover/acceptance

Dealer deliverables

Site address, customer name and contact number

Installation pack — including Site Survey, Data Collection, Kit List, Risk Assessment, Pre-
commissioning Checklist.

Commissioning Checklist, Remote Access form, unused CD .

Line provider details. Line details.

License keys, where applicable.

Hardware and software.

Ready For Service (RFS) Date



ACT deliverables

Acknowledgement of receipt of pack.

Competent and fully trained engineer.

Completion of the Dealer Pre-commissioning and Commissioning checklists.
Customer acceptance signature on the Dealer Commissioning checklist
Completion of the Dealer Remote Access Test. ACT will verify connection between
customer equipment and the Dealer TAC Support department.

Completion of System backup.

A list of any outstanding issues to be reported to the Dealer.

Regular and prompt reporting of any customer feedback regarding the work being
undertaken.

Identification and return of any unused installation materials and equipment

Any resource or technical issues that may impact the delivery of the project to the
customer on time will be escalated to the ACT Dealer on the day the issue is identified.
ACT will issue a Customer Satisfaction form to the ACT Dealer installation department for
completion at the end of every job. ACT will review the completed forms and implement
improvement actions to address any issues or concerns.

4.2c Data Collection
General description of service

Data Collection consists of the following activities:

- Ascertain customer telephone system configuration requirements.
- Answering all sections of the data collection document

- Agree data collection with customer and obtain customer sign off

Dealer deliverables

- Data collection pack
- Site address, customer name and contact number
- Kit list and completed Installation Work Sheet

ACT deliverables

- Data collection by competent and fully trained ACT representative.

- Completed Dealer Data Collection document, signed by ACT and customer representative,
will be faxed to Dealer.

4.2d System Installation
Unless otherwise specified all new system installations will include the following;

- Unpack and check equipment against delivery note.

- Assemble and site CCU.

- Connect power and connect earth.

- Connect network services — ISDN / IP.

- Patch / Jumper to distribution cabling.

- Position, label, connect and test each handset.

- Configure and test remote access.

- Programme and commission to customer signed data collection.
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4.3 Maintenance & Support Services
Unless otherwise specified all maintenance services include:

- Pre-maintenance Inspection on first visit

- Remote log on, up to 30 minutes

- Trained engineer to attend any incident (Classic & Advanced Cover)
- Hardware audit.

- Creation of system backup file.

- Logging statistics of all faults and incidents.

Dealer Deliverables

Fault description.
Site address, customer name and contact number.
Remote access telephone number and password.

- Site equipment inventory.
Line / Least Cost Routing provider details.

- Dealer service point of contact for working hours and non working hours.

- Under normal circumstances the Dealer will supply any necessary replacement parts to the
customer site. In exceptional circumstances the Dealer may ask ACT to supply the
replacement parts (as per requirements of ACT Loan agreement).

ACT Deliverables

- Dedicated service telephone contact number. Calls answered within 20 seconds.

- Response to customer & fault resolution to be within the agreed timescales of the
SLA/Contract for that specific customer.

- Daily progress updates.

- Competent and fully trained engineer. Engineer will have all necessary tooling/equipment
necessary to resolve the fault in a timely, safe and effective manner. Engineer will have a
mobile phone.

- ACT will immmediately contact the Dealer when they first speak to the customer and confirm
the problem, and advise the action that ACT will be taking.

- Comprehensive fault report identifying actual fault and actions taken to correct fault with
date/time stamps.

- Provide recommendations to prevent reoccurrence of faults.

- Return of faulty part(s) to the Dealer within 7 working days of replacement.

4.3a Service Callout — No Contract
General description of service
The service consists of the following activities:
- Logging of technical faults / queries.
- Fault-finding.

- Repair by remote programming or attending site and replacing/repairing parts.
- Comprehensive fault reporting and progress updates.
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4.3b Moves, Adds and Changes (MAC’s)

General description of service

Programming consists of the following activities:

- Contacting the Dealer and establishing exactly what changes are required
- Making changes and testing

- Contacting the Dealer and confirming that changes have been carried out.

Dealer deliverables

- Site address, customer name and contact number
- Remote access telephone number and password
- Additional Works job sheet

ACT deliverables

- Programming carried out within 5 days of receipt of the Dealer’'s Additional Works job sheet
- ACT TAC Engineer will sign the Additional Works job sheet

4.4 Training
Training will be provided when required during the final stages of the system commissioning.

As a minimum all users will be shown: how to make a call, receive a call, transfer a call, make
a call forward, and use directory including last number redial.

Voicemail users will be shown how to personalise their mailbox, listen to messages, delete
messages and use remote interrogation if applicable.

The switchboard operators / receptionists and or Console users will have a theory overview
and a practical demonstration plus 1 hour supervised training.

General description of service

Training consists of the following activities:

- Providing training based around the Dealer training user guides.

- Handing out the Dealer Training Satisfaction Survey forms when applicable.
- Collecting the completed survey forms and returning to the Dealer.

- Completing an attendees register and returning to the Dealer.

Dealer deliverables

- The Dealer will provide user guide templates and Customer Satisfaction form on CD ROM.
- Site address, customer name and contact number.
- Training demonstration telephone equipment, where applicable.

ACT deliverables

- ACT will distribute copies of training manuals for candidates.
- Competent Trainer.
- Return of any Dealer Training Demonstration Equipment used.
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4.5 Performance and Completion of Services

4.6

ACT will perform the services in a professional and efficient manner, maintaining feedback to
the Dealer when applicable. Any issues or difficulties will be escalated to the named contact
of the Dealer as soon as possible so that corrective action may be considered and taken.
ACT personnel will present to the customer as a representative of the Dealer unless
otherwise requested.

A customer satisfaction sign off form will be presented to the customer on completion of any
service carried out by ACT prior to leaving site for signature, a copy of which will be sent to
the Dealer.

Non-conformance

Any non-conformance applicable to an issue or problem relating to quality of ACT services
should be raised with the customer service team on 08707 74 75 76 or by email,
cs@actcommes.co.uk. All such issues will be addressed promptly. Should the Dealer feel any
such issue remains unsatisfactorily resolved a non-conformance report should be raised and
emailed as above and this will be dealt with by the ACT Quality Manager.

4.7 Ordering of Services

The Dealer must endeavour to provide ACT with as much notice as possible with regards
delivery of services. A minimum notice period of 15 working days is normally required for a
new installation, 5 working days for onsite MAC’s and 3 working days for site surveys,
although ACT will make reasonable efforts to accommodate requests of a shorter notice
period.

Once the pricing for the services has been agreed and the Customer order received, the
Dealer will raise a purchase order on ACT for the services required. Any changes to the
dates and/or services required must be conveyed to ACT as early as possible to enable
resources to be reallocated to other projects and/or pricing to be adjusted accordingly.
ACT require at least 48 hours notice of cancellation for any of our services, should this notice
not be received an aborted visit charge will apply.

4.8 Backed off Service Contract Renewal and Cancellation

To ensure continuity of service for a customer under contract, ACT generate a renewal notice
to the Dealer approximately 30 (thirty) days before the Service Contract anniversary date. 14
(fourteen) days before the Service Contract anniversary date, ACT will generate a second
reminder and invoice the Dealer.

ACT requires written notice of cancellation of any contract no less than 15 (fifteen) days
before the renewal date. If ACT receives a cancellation notice less than 15 (fifteen) days
before the renewal date and there has been no prior communication regarding the Service
Contract renewal with ACT, the Dealer will incur an administration fee.

Please note: all Technical Support Contracts commence on the first day of a month. If the
Dealer backs off a Contract between the first and fifteenth day of the month, then the Contract
is backdated to commence on the first day of the month. If, however, the Dealer backs off a
Contract after the 15" day of the month, then the Dealers Customer will be supported by ACT
from the date requested, for the duration of the Contract period which will then be renewed or
cancelled on the last day of the anniversary month, subject to the normal terms and
conditions of the contract.

Service Contract invoice payment terms are strictly seven (7) days from the receipt of invoice.
ACT reserves the right to suspend support services if payment is delayed.
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4.9 Invoicing and Payment Terms
An invoice for any work carried out will be raised once the services are completed and
submitted to the Dealer Accounts department along with the signed Completion Certificate.
Payment must be made within 14 days of the invoice date. For larger projects that span a
period of greater than one month duration, monthly invoices for the work completed may be
agreed prior to commencement of the project.

4.10 Relationship of the Parties
The relationship of the parties shall be that of independent contractors and this agreement is
not intended to and shall not create a joint venture, partnership or agency relationship.
Neither party has the right or authority to and shall not assume or create any obligation of any
nature whatsoever on behalf of the other party or bind the other party in any respect.

4.11 Manner of Conduct
Both parties shall at all times conduct themselves in a professional manner and not act to the
detriment of the other party in communications with third parties.

4.12 Confidential Information
All company confidential information obtained during the course of business between the
parties will be subject to the Non Disclosure Agreement.

4.13 Personnel
During the term any of agreement and for a period of twelve months after its termination, the
Dealer shall not solicit for employment, or employ, whether as employees or as an
independent contractor, any ACT personnel, without prior consent in writing.

4.14 Limitation of Liability
Neither party shall be liable for any indirect, special or consequential loss or loss of profits or

loss of business howsoever arising in connection with or arising out of any agreement even if
that party shall have been advised of the possibility of such potential loss.

4.15 Contact

The main contact for the ongoing relationship associated with this proposal is as follows:

ACT
Contact : Bradley Craddock
Telephone : 08707 747576
Fax : 08701 60 00 94
Mobile : 07979 505209
Email : bradley.craddock@actcomms.co.uk

14



4.16 Non Disclosure Agreement

Any agreement between the Dealer and ACT for the provision of services will be subject to
the signing of a Non Disclosure Agreement as outlined in Appendix 5

4.17 Pricing of services

For detailed pricing information refer to Appendix 7

| have read, understood and accept the terms and conditions as set out within this document

For and on behalf of:

Signed: Date

Name: Position:

15



Appendix 1 Service Level Criteria

(This section is completed on a partner by partner basis to allow for bespoke processes to be
integrated into our service portfolio)
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Appendix 2 Public Liability Insurance
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Appendix 3 lIP Certificate
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Appendix 4 Quality Assurance Certificate
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Appendix 5 NDA

NON-DISCLOSURE AND CONFIDENTIALITY AGREEMENT FOR TRANSFER OF
PROPRIETARY INFORMATION

This Agreement is made on: -

by and between: - ACT
Whose address is: - Hexagon House, 71 Lower Road, Kenley, Surrey, CR8 5NH
and

Whose address is:

These parties hereby agree as follows:

The parties wish to exchange certain confidential and proprietary information for the limited
purpose of allowing one party to perform installations and services for the other party’s
customers, in accordance with the following terms and conditions:

1. Definitions

For the purpose of this Agreement, "Confidential Information" shall mean the information
belonging to one party (the "Disclosing Party") which is provided to the other party (the
"Receiving Party") which is marked as "Confidential* and/or "Proprietary" or which would
logically be considered "Confidential" and/or "Proprietary" in view of its relationship to the
whole disclosure. Oral and visual disclosures of Confidential Information shall be noted as
such at the time of disclosure and shall and shall be treated by the Receiving Party as
Confidential Information.

2. Protection and Purpose

All "Confidential Information" of a Disclosing Party shall be maintained in confidence by the
Receiving Party, and shall not be disclosed to any third party and shall be protected with the
same degree of care as the Receiving Party normally uses in the protection of its own
confidential and proprietary information, but in no case with any less degree than reasonable
care.

3. Restrictions

The restrictions herein provided shall not apply with respect to "Confidential Information"
which:

A. The Receiving Party can demonstrate it knew at the time of receipt from the Disclosing
Party; or

B. Is or becomes a part of the public domain without breach of this Agreement by the
Receiving Party; or

C. Is legitimately obtained by the Receiving Party without a commitment of confidentiality from
a third party.

4. Rights and Licenses

This Agreement and the furnishing of "Confidential Information" as provided herein shall not
be construed as establishing, either expressly or by implication, any grant of rights or licenses
to either party or any relationship between the parties.

5. Ownership

All tangible information relating to Confidential Information of a Disclosing Party, including
without limitation drawings, specifications and other information submitted hereunder by the
Disclosing Party to the Receiving Party, shall remain the property of the Disclosing Party. If

20



either party elects not to pursue any further business undertaking, each party shall promptly
return to the other party all tangible information, and all copies thereof, related to "Confidential
Information" belonging to the other party.

6. Termination

This Agreement is to be construed in accordance with English law and will remain in force
until either party gives 30 days notice of termination by recorded delivery to the other party at
the address shown above.

For and on behalf of ACT (Comms) Ltd

Signed: Date

Name: Position:

For and on behalf of :

Signed: Date

Name: Position:

21



Appendix 6

ACT (Comms) Ltd
Hexagon House

71 Lower Road
Kenley Surrey

CR8 5NH

TEL 08707 747576
FAX 08701 60 00 94

WEB www.actcomms.co.uk

National Account Manager

Bradley Craddock
e-mail bradley.craddock@actcomms.co.uk
mobile 07979 505209

Customer Service / Contracts
08707 74 75 76
e-mail cs@actcomms.co.uk

Technical Services

TAC
e-mail service@actcomms.co.uk
DDI 09067 800 880

Quality Manager
Sharley Rose
e-mail sharley.rose@actcomms.co.uk
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Appendix 7 Pricing Information

(To ensure you have the latest tariff information please contact your account manager)
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