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Thank you for selecting the Avaya Cloud Office Basic
Implementation package.
Avaya will provide the services described herein at no charge to
the customer. Additional services beyond the scope of this offer
are available for a fee.
The Avaya Cloud Office (ACO) basic Implementation package is
delivered remotely and is designed to:
· Provide Basic programming for an Avaya Cloud Office system with
1-3 locations and up to 100 users
· Provide remote administrative training to ensure Customer is
comfortable:
· Completing the solution configuration and customization
· Managing the administration of the solution
Important: Avaya's basic
implementation is an Avaya led Customer self-service
implementation.
The services provided in this engagement is not intended to
provide a full turn-key implementation
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The Basic Advisory Package includes remote access
to an Implementation Specialist who is there to consult and educate
Customers on how to configure their own system.
The Implementation Specialist will handle the following Basic
configuration tasks for the customer. All other configuration and
customization are the Customer's responsibility unless Avaya Cloud
Delivery is required and purchased separately
· Create the user accounts
· Create one (1) day & one (1) night Auto Attendant (if
required)
· Create one Call Queue (if required)
· Provide one (1) Administrative Training session before the
solution goes live for one (1) admin user, allowing the Customer to
complete the Avaya Cloud Office configuration (up to 90
minutes)
· Provide one (1) Administrative Training session after the
solution is actively being used for one (1) admin user (up to 90
minutes)
Additionally, access to a number Porting Specialist is also
available (if required) to facilitate and guide the Customer's
number porting. The Porting Specialist:
· Works hand-in-hand with the customer to ensure they can help
facilitate a smooth porting experience
· Is in lock step with the Installation Specialist to ensure all
numbers are configured within the Avaya cloud office.
· Will port numbers associated with up to 3 locations and up to
106 TNs within the following restraints: 


· 2 carriers
· 106 TNs for all 3 locations combined
· Provide guidance to Customers in: 


· Submitting port requests to move users more than the offer's
guidelines (see above)
· Addressing rejections with the losing carrier (relationship is
between the Carrier and Customer)
Additional Porting Notes:
· Porting is only supported for Avaya led implementations and is
between the Customer and Avaya
· For non-North American ports, number ranges will be taken into
consideration for porting
Important: The Customer must provide complete, accurate
and timely information to Avaya for the porting process to operate
correctly. The customer has a big role to play in the success of
porting and needs to partner with Avaya to deflect unnecessary
rejections.






Avaya Deliverables

Avaya will provide the customer with the following services to
perform work activities on behalf of the Customer:
· An Implementation Specialist who is assigned and introduced at
the kick-off call along with the ACO Customer Success Manager and
Porting Specialist.
· Number Porting (if required) via Services Web for up to 100
users, 3 Main Company phone numbers (one per location), and 3
Company Fax numbers (1 per location). An Avaya Porting Specialist
is available to facilitate the porting process by working together
with the Customer to navigate the porting process and its
requirements.
· Gathering of Customer´s configuration requirements for Basic
build
· Completion of Basic build, which includes: 


· 1 Main Company phone number (per location)
· 1 x Company Fax number (per location)
· 1 x DID for each user
· 1 Day & 1 Night Auto-Attendant
· 1Call Queue
· Customer Acceptance Testing including modifications to the
Basic build (see above) based on customer requirements. 


· This service may also include, upon customer's request, MAC
changes or updates
· At the written request of the Customer, Admin level user only
accounts may be created for the customer to share with partners or
agents to assist the customer with Avaya Cloud Office
programming.
· The Customer is responsible for any additional charges incurred
due to administrative changes made via this account.
· Administration training for 1 Admin User for up to 3 hours,
along with supporting documentation.
· Cut Over support for up to 5 business days after the Basic
build is complete
· Transition to Day 2 Support after customer acceptance, training
and porting is complete
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Customer Responsibilities 


· Identify key personnel who expect to attend solution overview
and design sessions.
· Decommission and disposal of any legacy equipment.
· For number porting, provide Avaya all appropriate Letters of
Authorizations ("LOA"'s), billing information, and authorized
signer for each location.


Exclusions: 


Scope does not include:
· Installation or testing of Customer-provided components.
· Verifying the portability of any individual number or group of
numbers and the Project Completion Form shall not be withheld by
the Customer due to delays in the porting of the numbers.
· Porting for Business Partner led implementations which are the
responsibility of the Business Partner. 


NOTE: Business Partner requests for Avaya porting assistance
require an assessment by the Avaya Porting Team who will provide a
quote based on an hourly rate (minimum of 2 hours) to complete the
work. Associated configuration changes in support of a port request
are NOT included in the assessment and quoting. If Avaya
configuration assistance is required a separate quote can be
requested
· Day 2 / Adoption (post implementation) ports are not included
as part of Avaya Cloud Office Basic Advisory Services. These port
requests should be submitted to ACO Support for assessment 


· For Up to 10 users, one site, one carrier is completed at no
charge. In this case the Avaya Porting Team will: 


· Ensure customer owns the port mapping and configuring of the
system
· Assist with the docs for porting and submit the port request to
Ring Central
· It is the Customer's responsibility to engage with the losing
carrier to address rejections
· For port requests outside the above limitations, an assessment
will be completed by the Avaya Porting Team who will provide a
quote based on an hourly rate (minimum of 2 hours) 


NOTE: Associated configuration changes in support of a port
requests are NOT included in the assessment and quoting noted
above. If Avaya assistance is required a separate quote can be
requested
· Product knowledge transfer certification and installation
knowledge transfer. (While not within the scope of this SDD, if
knowledge transfer and certification are required, Customer can
contact its account team and Avaya Learning Services.)
· Retrieval or review of data that resides in Customers' existing
systems
· Any additional enablement features that are not required to
activate the Avaya Cloud Office service Examples: Global Office,
migration from IP Office or CM, Call Queue Pickup, Auto Attendant,
Call flows configuration etc.
· All Avaya documentation will be provided electronically, in a
format determined by Avaya.
· Services will be provided remotely.
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The Services described in this SDD are governed by the
assumptions and conditions described in the Avaya Professional
Services Packaged Services General Assumptions Document. 




Avaya Professional Services

 Packaged Services

 General Assumptions Document
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General Assumptions
This document defines general assumptions for any Services
Description Documents (SDD) from Avaya Professional Services.
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· Project Changes: Notwithstanding anything to the
contrary in the Agreement, any Project changes or delays to the
schedule will be managed via the Change Management Process.
· Documentation: All documentation and custom-developed
materials provided by Avaya will be in the format chosen by
Avaya.
· Work Location: Unless otherwise stated, Services will be
performed remotely.
· Work Hours: Unless otherwise agreed, Avaya's standard
service hours are 08:00 to 17:00 Monday through Friday local time
(the time in the time zone of the customer location where services
are being provided), excluding Avaya designated holidays. Services
will be provided during Avaya's standard service hours.
· Products from Third Parties. 


· Customer's decision to acquire or use products from third
parties is Customer's sole responsibility, even if Avaya helps
Customer identify, evaluate, or select them. Avaya is not
responsible for, and will not be liable for, the quality or
performance of such products or their suppliers. Where such
Third-Party Products are purchased from Avaya, Avaya will use all
reasonable commercial endeavours to pass through to Customer all
contractual rights, duties, and obligations from Supplier. Customer
acknowledges and agrees that the Third-Party Product warranty, IP
indemnity and any maintenance or service terms and conditions are
solely between Customer and Supplier and Avaya has no
responsibility or liability with respect to the same with Customer
installation or testing of Customer-provided components.
· 3rd Party Security Certificates: Unless otherwise stated
in this SOW, installation of 3rd party security certificates is not
included in the scope of this project.
· Product Training: Product training certification
(industry-recognized certification or qualifications) and
installation training is out of scope.
· Security Hardening: Unless otherwise stated in this SOW,
system security scans, hardening and remediation are not included
in the scope of this project.
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· Partner Responsibilities: The definition of Partner is
any of the following: an authorized Avaya reseller, value added
reseller, distributor, service provider or systems integrator
partner, also referred to as "Customer" under this SOW. 


· For any premise-based Avaya systems, related to the Project,
Partner is responsible for the registration of the product,
onboarding the solution into the Global Registration Tool ("GRT"),
and correction of the customer maintenance records to ensure any
product components, no longer required, are removed from the
customer's records.
· Partner acknowledges and agrees that Avaya's performance and
Partner's responsibilities under the Agreement may be contingent on
the end customer's cooperation. Partner shall, where applicable,
cause end customers to fulfill such cooperation.
· Remote Access: For any premise-based Avaya solutions
related to this Project, customer agrees to provide Avaya necessary
remote access credentials and permissions to the premise-based
systems via one of the following methods. 


· Avaya's Secure Access Link (SAL).
· Additional types of remote access may be available for an
additional fee, such as web conference or remote-control software
or high speed virtual private network (VPN).
· If remote access is not possible, additional fees and expense
reimbursement will apply to any work that must be performed
on-site.
· Unless otherwise agreed, Customer shall prepare and execute the
user acceptance test (UAT) plan.






Milestone Billing

Unless otherwise stated in the Agreement, Avaya will invoice
Customer for Professional Services as follows:
	
Total Professional Services Price (USD)
	
Default Billing Plan
	
Milestone / Project Stage

	<$2.5K
	100%
	Project Completion

	$2.5K to $50K
	50% / 50%
	Order Receipt / Project Completion

	$50k to $250K
	50% / 25% / 25%
	Order Receipt / Testing Complete / Project Completion

	>$250K
	50% / 20% / 20% / 10%
	Order Receipt / Configuration / Testing Complete / Project
Completion
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The parties will rely on the change management process described
below to address any changes and ensure the continuous performance
of the Services by Avaya.
· Either party may request changes to this SOW at any time. All
change requests will be submitted in writing using the Change
Management Request Approval (CMRA) form.
· Customer and the Avaya Project/Program Manager will review the
CMRA form. Any adjustments to the time of performance or the
charges for the work to be performed, which result from a change
request shall be set forth on the CMRA form and must be approved by
both parties.
· Approved changes as reflected in the authorized and executed
CMRA form will be incorporated into the SOW and become part of the
agreement between the parties, effective from the date either set
out in the CMRA form, or where none is stated, the date of its last
signature.
· Until such time as any change requested is formally agreed to
by the authorized signatories of Avaya and Customer, Avaya shall
continue to perform to the terms and scope of this SOW.
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