
Data line Annex 

Page 1 of 16 

 

 

 
Data line Annex 

Layer-3 Access Service 

General terms in this Annex 

1. Application 
 

1.1. The terms and conditions set out in this Annex relate to the Layer-3 access services (“Access Services” 
we provide and are in addition to the Standard Terms. 

 
1.2. The particular Access Services provided are detailed on the accompanying summary sheet and Order 

Confirmation. Any conflict between the Standard Terms, the Annexes and/or any other document 
expressly referred to in the Agreement will be determined in accordance with clause 30 of the 
Standard Terms. 

 
1.3. All definitions used in the Standard Terms apply to this Annex. 

 
1.4. Any reference to a “clause” is to a clause of the Standard Terms. Any reference to a “paragraph” is to a 

paragraph of this Annex. 

 
1.5. Other definitions that appear only in this Annex have the meanings set out below: 

• Abortive Visit Charge means the charges payable by Customer pursuant to paragraph 8.5 of the 
General Terms section of this Annex, as specified by Clarion from time to time. 

• Access Lines means a telecommunications circuit, usually an analogue PSTN line required before an 
overlay service such as ADSL can be delivered. 

• ADSL means Asymmetric Digital Subscriber Line. (ADSL allows for higher downstream bandwidth and 
lower upstream bandwidth while enabling Customers to use the same circuit for concurrent telephony.) 

• Backbone means the network owned and operated by Clarion *or its supplier(s)) and includes all links, 
hardware and devices used to transmit packets within the facilities operated by Clarion or its suppliers. 
For the avoidance of doubt, border devices used to delineate the backbone from Customer premises 
equipment are always sited in facilities operated by Clarion or its suppliers and the backbone is defined 
as starting at the connected port on this device. 

• Bandwidth means an amount of data traffic measured in b/s (bits per second) across the interconnect 
• Bolt-On means a configuration element providing functionality above and beyond basic connectivity 
• Broadband Services means the high speed ‘always on’ network access to the Clarion Services 

provided in accordance with the type of tariff chosen by the Customer and supplied to the Customer’s 
premises by Clarion. 

• CE means Clarion’s cellular ethernet service as defined in Section 1.5 of this Annex. 
• Cessation Charges means, in relation to any Services which are being ceased, the charges due in 

respect of those Services for the remainder of the Minimum Term, or any extended term, as calculated 
by Clarion. 

• CPE means Customer Premise Equipment, this is any equipment that is provided on site to deliver the 
specified service 

• CLI means calling line identity, the identifying number for a PSTN line. 
• Contention means the ratio by which core services are shared over a number of Customer connections. 
• Downstream means the transmission of data from Clarion’s Internet backbone to Customer. 
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• Enhanced Care means the enhanced service maintenance support provided to the Customer by Clarion 

on BT or another third-party supplier’s supplied Customer Access Lines as described in the SLA contained 
in this Annex. 

• First Line Checks means the diagnostic tests as detailed by Clarion from time to time that are required 
to be undertaken by the Customer or the Customer prior to raising a support case with Clarion. 

• Incompatible Services means any Service on a Line which is incompatible with the provision of the 
ADSL or FTTC Service. 

• Installation Charges means any charges associated with the installation of the Services set out in this 
Annex and/or the applicable Order Form or ordering documentation. 

• Jitter means the variation or difference in the end-to-end delay between received packets of an IP or 
packet stream. 

• Latency means the average round-trip packet transmission time between a Customers router and the 
source of internet content. 

• MCPE Managed CPE equipment, usually a routing device provided by Clarion. (See “CPE”) 
• Network Terminating Equipment means any apparatus, software embodied therein, systems, 

cabling, site documentation and associated facilities provided by or utilised by Clarion at the end of the 
communication path to the Site to provide a data connection from the CPE to the Clarion network. 

• Quarter means the periods between (i) 1st January and 31st March, (ii) 1st April and 30th June, (iii) 1st 
July and 30th September, and (iv) 1st October and 31st December (each date inclusive), provided that 
where this Annex starts part way through any of these periods, the first Quarter shall run from the date 
of signature of this Annex and end on the last day of that Quarter, and where this Annex ends part way 
through any of these periods, the last Quarter shall end on the termination/cease date. 

• Recurring Monthly Charge means the recurring monthly charge payable by the Customer in respect 
of a Service, as specified on (or calculated in accordance with) the applicable Order Form. 

• Customer Portal means any web-hosted portal or API made available to the Customer by Clarion 
under this Annex for the purposes of providing, provisioning, supporting or using the ADSL, FTTCm 
FTTP, SoGEA Service. 

• PSTN means public switched telephone network. 
• Service Credits means the amount payable to the Customer for Clarion’s failure to meet the Service 

Levels as detailed herein. 
• Service means the service maintenance support provided to the Customer by Clarion on BT or another 

third party supplier’s supplied Customer Access Lines as described in the SLA contained in this Annex. 
• Territory means the United Kingdom. 
• Traceroute means a generic term for a number of different software tools capable of providing network 

path diagnostics. Due to the nature of the protocol used (“ICMP”) and the priority applied to efficiently 
route packets within Clarion’s network (including part or all of such network supplied by Clarion’s 
suppliers), instantaneous results from a particular router may indicate a breach of this SLA but repeated 
tests must be taken to eliminated expected performance changes due to load. Customers should also be 
aware that ICMP echo requests may be suppressed for network security reasons and other diagnostic 
measures may be requested in these instances. A breach of SLA will not be remedied should such a 
security measure be in place. 

 
 
2. Description of Service 

2.1. Clarion offers a range of elements used to create bespoke network solutions. The underlying technology 
is MultiProtocol Label Switching as defined by IETF RFC4364. 

 
2.2. The Customer can take the Service with a managed CPE device or “Wires-only” where the Customer 

accepts responsibility for routing between the Customer LAN and the connection to the PE as well as 
any 
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other services normally performed by the CPE device. For further details, see paragraph 9.3 below. 

 
3. Pre-qualification and Ordering of Access Service(s) 

3.1. Order pre-qualification: In order to ensure that the Customer will be able to receive the Services 
requested, based on options in paragraph 2, the Customer must obtain the following general 
information, and follow the applicable processes. The Customer should note that some of the Access 
Service elements have ‘specific’ requirements which are detailed, where appropriate, in the other parts 
of this Annex. In addition: 

 
i. The Customer must check the service availability with Clarion. Clarion will identify the optimum 

network service elements available for delivering the Access Service(s) depending on geographical 
location, access network types available and resilience required. 

ii. The Customer must check whether the Customer’s infrastructure is able to support the Services. 
This includes, but is not necessarily limited to, checking the following: 
(a) An appropriate network option(s) is available at the Customer’s site at which the Access Services 

are to be provided (“Customer Site”). 
(b) (That appropriate NTE (Network Terminating Equipment) can be placed on the network to be 

used at the Customer Site. 
(c) That Incompatible Services are not present, in particular on PSTN Lines for ADSL or FTTC 

Services. 
(d) That the Customer has appropriate routing and security equipment. 

 
 

3.2. Order Placement 
3.2.1. Orders for Access Services can be requested by the Customer using the Order Form or completing 
other relevant documentation made available by Clarion from time to time. 

 
3.3. Customer Contact Details 

3.3.1. The Customer shall promptly on acceptance of the Order Form provide Clarion with the names and 
contact details of those of the Customer's personnel who shall act as the Customer’s primary points of 
contact in connection with this Annex and the Services (“Customer Nominated Personnel”). 
3.3.2. The Customer shall promptly notify Clarion of any changes to the Customer Nominated Personnel. 
3.3.3. Clarion shall not be liable for any failure to provide any Services where such failure is due to: 
3.3.4. the Customer having failed to provide the requisite information or to update such information as 
required by this paragraph 3.3; or 
3.3.5. Clarion being unable to make contact with the Customer's Nominated Personnel using reasonable 
efforts. 

 
4. Provision 

4.1. Clarion will provision the various elements of the agreed Access Services in accordance with the 
appropriate Sections of this Annex. 

 
5. Changes to Access Services 

5.1. If the Customer wishes to request changes made to the Access Service(s) already agreed under an Order 
Form, any changes must be put in writing to Clarion. Acceptance of such a request shall be at the 
discretion of Clarion (acting reasonably) and shall be subject to a contract addendum and additional 
charges. 

 
6. Limitation of Liability 
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6.1. Without affecting the limitations and exclusions on liability set out elsewhere in the Agreement, Clarion 

shall not be liable for any matters arising from the loss or unavailability of any Incompatible Services 
through the provision of the Access Services, or any other loss or damage arising as a result of the use 
of or connection to any Incompatible Service. 

 
6.2. Without affecting any of the other terms of the Agreement, Clarion shall not be liable to the Customer for 

any fraudulent or illegal use or any other misuse of the Access Services. 
 

6.3. In the event that the Customer terminates any Access Line over which the Access Services are provided 
or enables Incompatible Services which prejudice the ability of Clarion to provide the Access Services, 
Clarion shall have the right, at its sole discretion (acting reasonably), to suspend or cease the Access 
Services and Clarion will have no liability to the Customer, or any other party for any such suspension, 
cease or for unavailability of that or any other Access Services arising as a result. The Customer will 
be responsible for any additional costs and the time taken for the re-provisioning of any Access Line 
over which Access Services are provided and for all costs and expenses incurred by Clarion in the re- 
provisioning/reconnection of any Access Services should Clarion agree (in its sole discretion, acting 
reasonably) to re-provision or reconnect such Services. 

 
 
7. Service Restrictions 

7.1. All quotations provided by Clarion for the provision of Access Services are made subject to survey. 
Following receipt of an Order Form, Clarion together with any third party suppliers will carry out 
surveys and network capacity checks/availability in order to validate its estimated charges for the 
calculation of the charges and the delivery timescale. Clarion reserves the right to modify or withdraw 
any quotations and/or delivery timescales previously provided, following completion of such surveys 
and checks. 

 
7.2. Geographical service variations may apply in some cases. Customer should contact Clarion for more 

information. 
 
 
8. Access to the Customer Site 

8.1. To enable Clarion to carry out its obligations under this Annex the Customer shall permit or procure 
permission for, Clarion or anyone acting on Clarion’s behalf (including without limitation any third 
party suppliers) access to the Customer Site and any other premises at all times reasonably 
requested by Clarion. 

 
8.2. Clarion’s employees and contractors (“Clarion Personnel”) will observe the Customer’s reasonable site 

regulations affecting the applicable Customer Site(s) as advised in writing to Clarion reasonably in 
advance. In the event of any conflict being identified between the Customer Site regulations and 
this Annex, this Annex shall prevail at all times. 

 
8.3. The Customer shall ensure it provides a suitable and safe working environment for Clarion Personnel in 

relation to work carried out at each Customer Site. 
 

8.4. Normally, access to a Customer Site will only be required during Working Hours. If Clarion reasonably 
requires access at other times, the Customer will permit or procure permission for Clarion Personnel to 
have access to the relevant Customer Sites and will provide such reasonable assistance and 
information as Clarion may request from time to time. Any request by the Customer for Clarion to 
carry out work at other times may be refused by Clarion, but if accepted, such work will be charged to 
the Customer at 
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Clarion’s then current rates (available on request). 

 
8.5. Where an appointment is agreed for Clarion to work at an Customer Site, and Clarion Personnel are 

unable to gain access to the Customer Site or carry out the necessary work at the Customer Site, 
Clarion may charge an Abortive Visit Charge, unless it is Clarion’s error. Abortive Visit Charges may also 
apply if access is made to the Customer Site but work is not possible due to the Customer Site being a 
health and safety risk to any Clarion Personnel attending the Customer Site, or if the operation or 
security of any Clarion equipment to be installed at the Customer Site may in Clarion’s reasonable 
opinion be compromised. 

 
8.6. The Customer agrees to give Clarion all information, cooperation and assistance reasonably requested by 

Clarion in connection with any Customer Site visit. 
 
 
9. Customer Equipment 

 
 

9.1. The Customer must, at its own expense, procure suitable secure accommodation, facilities, assistance 
and environmental conditions for any Network Terminating Equipment and the Customer shall ensure 
that all necessary power supply, electrical and other fittings are in place and in working order. Failure 
to carry out and ensure the above shall mean Clarion will not be held responsible for any interruption 
or failure of the Access Services caused by any failure by Customer to carry out their obligations. 

 
9.2. Various access service options, with or without equipment, are provided by Clarion for the Customer 

depending on its requirements. These are defined in paragraphs 1 to 3 of this Annex. 
 
 

9.3. For all access types Clarion offers two ‘Equipment’ service options to the Customer depending on the 
requirements : 

 
a) Option 1 – “Wires-Only”, where: 

i. The network-related Customer Premises Equipment (“CPE”) and Routers are not supplied by Clarion 
and it is the sole responsibility of the Customer to source, provide and maintain suitable CPE and 
Routers. The CPE device must be capable of routing the IP subnet required by the Customer via an 
intermediate non-public “link” address provided by Clarion. The device should also provide for any 
bandwidth-shaping, QoS, DHCP, NAT or other functions reasonably considered to be performed by a 
CPE routing device. 

ii. For Customer Sites without Managed Customer Premises Equipment (“MCPE”), the demarcation 
point is on the access interface of the Network Termination Equipment (“NTE”). 

iii. Clarion may deem it necessary that the Service requires an Ethernet Demarcation Device with an 
optional monitoring line (“EDD”) to allow Clarion to support the Service effectively. Clarion will 
supply this device and it will remain the property of Clarion unless otherwise stated on the Order 
Form. Such device must at all times be connected to this Service for the SLA to be valid. When an 
EDD is provided the demarcation point is the internal interface on the EDD. 
For any wireless service such as Cellular Ethernet, “Wires-only” means the service demarcation point 
is the interface on the NTE analogous to a wired-service delivered as “wires-only” with the same 
obligations on the Customer as described in paragraph 9.3 a) (i). 

 
b) Option 2 – “Wires” and MCPE, where: 
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i. The network-related CPE and Routers are supplied and managed by Clarion, such equipment 

remaining the property of Clarion unless otherwise stated on the Order Form. 
ii. For Customer premises with MCPE the demarcation point is the internal interface on the MCPE. 

 
 
10. Responsibilities of the Parties 

10.1. Clarion shall be responsible for the following aspects of the Access Services, where applicable: 
 

i. Capacity planning and network infrastructure used to deliver the Access Services. 
ii. Providing CPE devices, only where Option 2 (described in paragraph 9.3(b) of this Annex) has been 

purchased. These will be pre-configured and will include installation directions (where applicable). 
iii. Providing reasonable engineering support (if required) to the Customer via telephone at the time of 

the equipment installation. 
iv. Configuring and providing network ranges in accordance with RIPE and RFC1918 (if applicable). 
v. Managing the provision of Service reports. 
vi. Traffic prioritisation and bandwidth provision for Clarion products where applicable. 
vii. Managing works planned by Clarion. 
viii. Investigating unplanned Service outages. Provided that where any Service outages are caused by 

an act or omission of the Customer, or any third party other than Clarion’s contractors, Clarion shall 
be entitled to make an additional charge in respect of any such investigation, and the Customer 
shall pay such additional charges. This shall be calculated in accordance with its standard rates in 
effect from time to time as notified to the Customer by Clarion. 

ix. Producing Major Incident Reports (MIR) and Reason for Outage Reports (RFO). 
x. Managing Service queries and requests from Customers. 
xi. Advising the Customer of updates to Order Forms and Incident tickets. 
xii. Provision of a helpdesk for 2nd and 3rd line Incident resolution and escalation in accordance with 

and subject to paragraph 14.7. 
xiii. Identifying Incident trends and initiating corrective action. 
xiv. Provision of a bill. 

 
10.2. The Customer shall be responsible for all other aspects of the Access Services, including but not limited 

to: 
i. Provision of a Network to Network Interconnect (“NNI”) to the Clarion network, if applicable. 
ii. Providing details of the technical elements within the Customer’s control including but not limited to 

IP, network ranges used on the Customer’s network, any firewall policies, and justification for any 
requested public IP addresses. 

iii. Ensuring Access traffic can be terminated on the NNI, if applicable. 
iv. Provision and management of Internet Protocol “IP” addressing for the Customer, if applicable. 
v. Provision, configuration and management of the Customer CPE, or other terminating equipment if 

provided as part of the Access Services, unless provided as a Service by Clarion. 
vi. Organising testing for site connectivity; this must be completed within two (2) Working Days of 

Clarion handing service over to the Customer. If Clarion does not hear from the Customer within this 
time, the Service will be deemed accepted and invoicing will commence from the In Service Date 
issued in the handover documentation. 

vii. Notifying Clarion of detailed network requirements covering network ports, additional subnets or 
routing information. 

viii. Incident Reporting and first line Incident management and diagnosis. 
ix. Notifying Clarion promptly of any changes to Customer key contacts. 
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11. Charges and Payment 

11.1. The Customer will pay the following charges in relation to Access Services, as specified on the relevant 
Order Form: 

 
i. An Installation Charge 
ii. A Recurring Monthly Charge 
iii. Variable charges that may apply from time to time (e.g. for Service upgrades, or overage for CE). 
iv. Charges for additional care levels or enhanced hardware replacement service levels. 

 
11.2. The charges and payment terms relating to the Access Services are as set out in the Order Form, this 

paragraph 11 and the other terms of the Agreement. The charges may vary in accordance with the 
terms of the Agreement or otherwise by agreement of the parties. 

 
11.3. Access Service cancellation charges shall be in accordance with the relevant provisions of the Standard 

Terms. Notwithstanding this and pursuant to paragraph 12.4 below, where the Customer ceases an 
Access Service after the In Service Date, the Customer shall be liable to pay Clarion Cessation Charges 
in accordance with the Standard Terms. 

 
11.4. Clarion shall have the right to apply ancillary and additional charges to cover time spent repairing faults 

where this work is not covered under the terms of the Agreement and for providing or re-arranging 
Services or equipment. These charges (which, for the avoidance of doubt are “Non-Recurring Charges” 
and are also known as time-related charges) apply where requests for work to be carried out at a 
Customer Site have been fulfilled as listed by Clarion in any relevant document and notified to the 
Customer from time to time. These could involve the provision or rearrangement of equipment, wiring, 
network or services (including, without limitation, work on PSTN and Private Networks). At all times 
these charges are the responsibility of the Customer. Time-related charges will not apply if the 
Customer cancels the appointment, in accordance with Clarion’s cancellation processes in effect from 
time to time (and available on request), before an engineer has been assigned to perform the work. 
Additional charges may be applicable on the day that the works are carried out and these are also the 
responsibility of the Customer. 
 

11.5. Recurring Monthly Charges will be invoiced quarterly in advance for Fibre Ethernet. Monthly in advance 
for ADSL, FTTC, FTTP, SoGEA. Where an order is provisioned part way through a month, the first 
invoice will be raised five (5) days after the In Service Date and invoiced pro-rata to the end of the 
quarter. 

 
11.6. Non-Recurring Charges will be endeavoured to be invoiced in the subsequent quarterly invoice for Fibre 

Ethernet and monthly for ADSL, FTTC, FTTP, SoGEA following the date in which the charges have 
been incurred. 

 
11.7. If the Customer instructs Clarion to dispatch an engineer (either an employee or contractor of Clarion or a 

supplier engineer) to the Customer premises to investigate a possible fault with the connection, Clarion 
reserves the right to charge the Customer any time spent by the engineer in investigating and 
attempting to remedy the fault should the fault be found to be with the CPE or facilities, or caused by an 
act or omission of Customer, or any third party other than Clarion’s contractors. 

 
11.8. Clarion shall flow through all charges incurred from its suppliers as a result of an act or omission of the 

Customer or any of its end users. 
 

11.9. Clarion reserves the right to charge the Customer any reasonable fees (on a time and material basis, 
details available on request) which includes (but is not limited to) charges for missed engineer 
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appointments, abortive visit charges or time spent by Clarion investigating, identifying or remedying the 
fault should the fault be found to be caused by an act or omission of the Customer, or any third party 
other than Clarion’s contractors. 

 
 
12. Term and Termination/Cease 

12.1. This Annex will become effective on the date specified in the relevant Order Form (or other ordering 
documentation that the Customer has signed) and shall continue in full force and effect until 
terminated in accordance with the terms set out in the Agreement. 

 
12.2. Both parties’ obligations under this Annex will continue until this Annex is terminated in accordance with 

the terms of the Agreement. 
 

12.3. The Customer may cease a Service or the Agreement only in accordance with clauses 12 to 16 of the 
Standard Terms. 

 
12.4. In the event of termination of the Agreement or cease of a relevant Service by Clarion in accordance with 

the Standard Terms, the Customer shall forfeit any charges paid in advance. 
 

12.5. Clarion shall be entitled, upon termination or expiry of the Agreement or the cease of all Access Services 
(for any reason whatsoever) by giving notice of its intention to re-possess the Equipment, to: 

i. Require the Customer (at the Customer’s cost and risk) to immediately return the Equipment to 
such location as Clarion may specify; and/or 

ii. Enter any premises, with such transport as Clarion may consider necessary, and repossess any 
equipment to which Clarion, its agents, contractors or suppliers has title. 

 
13. Exit Procedures 

13.1. Migration assistance provided by Clarion shall be agreed in writing with Clarion in advance and shall be 
charged for by Clarion and paid for by the Customer, on a time and materials basis calculated in 

accordance with Clarion’s standard rates from time to time (available on request). 
 

13.2. Clarion and the Customer agree that they will work together to ensure, so far as reasonably possible, that 
such migrations take place within mutually agreeable timescales and with minimum disruption. 

 
13.3. Notwithstanding any applicable charges to cease the Service pursuant to the Agreement, all migration 

costs incurred by the Customer in connection with the migration of the connections under this 
paragraph 13 will be the responsibility of the Customer. For the avoidance of doubt, the Customer shall 
at all times remain liable for payment of any charges up to and including the date of actual migration of 
the connections. 

 
 
14. Access Service Level Agreement (“SLA”) 

 
14.1. This paragraph 14 contains the details of the service levels (“Service Levels”) covering all aspects of the 

Access Services unless otherwise specified for specific Access Network and Service elements. 

14.2. Service Characteristics (i) Clarion Customer Services 
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Clarion shall provide the Customer with support in the delivery of the Access Services through the 
provision of a 2nd line helpdesk and escalation management with respect to orders, Incidents and 
Service maintenance in accordance with the Agreement. 

14.3. ADSL, CE, Broadband FTTC, EoFTTC, Contended FTTC and EFM Performance Guarantee 

Clarion does not guarantee local loop or cellular quality and therefore cannot guarantee that all lines can 
support the Access Services. 

14.4. Access Provisioning 

Clarion will provide an Access provisional Ready For Service date (“RFS Date”) for each bespoke Access 
solution provided to the Customer. These will take account of specific service elements detailed in 
Sections 1 to 3 of this Annex. Clarion shall use reasonable endeavours to meet the RFS Dates, but they 
are estimates only, and Clarion shall have no liability for failure to meet the RFS Dates. 

 
14.5. Access Availability Targets (i) Core Network and Services Availability Targets 

Clarion will aim to provide a monthly average overall core network and Services availability of not 
less than 100% under normal circumstances for the Access Network elements between Clarion 
routers connected to the Clarion network. Such target availability of 100% is for Customer’s 
information only and shall not in any manner represent a commitment by Clarion to meet such 
availability target, and Clarion shall have no liability (and no obligation to pay Service Credits) for 
failure to do so. 

Clarion shall use reasonable endeavours to: 

(i) ensure that Emergency Maintenance does not exceed 3 hours in total in any calendar month; 
 

(ii) ensure that Scheduled Maintenance does not exceed 3 hours in total in any calendar month; 
and 

(iii) provide the Customer with not less than five (5) Working Days’ notice of any Scheduled 
Maintenance. 

 
(ii) Access Service Availability Target per Site 

Subject to any differences detailed in the Access Network and Services provisions in Section 1 of 
this Annex, the Service availability (as defined below) Service Levels per Site depends on the level 
of resilience deployed, as set out in the table below (“Service Availability Target”). Table: 
Availability Service Levels and Service Credits due 
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Network Access Method Monthly 

Availability 
Service Level 

Discount on monthly charge 

10% 30% 50% 

ADSL, CE, FTTC, FTTP, SoGEA N/A N/A N/A N/A 

Fibre Ethernet 99.9% <99.9% <98.6% <94.5% 

(iii) Availability shall be measured and calculated using Clarion’s standard processes, tools 
and methodologies in effect from time to time (as determined by Clarion). For the 
avoidance of doubt, any fault or series of faults resulting in a period of unavailability 
or downtime which has a common cause in one twenty-four (24) hour period, shall be 
deemed to be one Incident. 

(iv) Downtime or unavailability relating to or caused by any of the exclusions listed in 
14.8 will not be treated as a period of unavailability in any Access Service availability 
calculation. 
 

14.6. Customer Incident Reporting (i)   Incident Reporting 

Subsequent to the Customer undertaking First Line Checks, the Customer shall report 
Incidents to Clarion, email or telephone supplying the information and details 
requested by Clarion, including without limitation a complete description of the 
Incident (“Incident Report”). 

Where Clarion did not provide the CPE, Customer must, at the time of reporting 
the Incident, provide:  A copy of the attached device running 
configuration. 
o A copy of the attached device SHOW VERSION (or non-Cisco 

equivalent) output. 
o A copy of the attached device SHOW INTERFACE (or non-Cisco 

equivalent) output for the interface facing Clarion during the outage. 

o Source and destination IP addresses involved in the affected traffic 
path 

o Such logs, traceroute or related output as are required by Clarion to 
demonstrate the Incident as experienced. 
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(ii) Automated Monitoring 

Clarion’s automated monitoring system (or that of its suppliers) will not detect every 
type of Incident. The Customer shall be responsible for reporting any issues to 
Clarion as soon as possible. Where Clarion detects an Incident, we will investigate 
and where appropriate we will record this in the Clarion incident management 
system. 

(iii) Incident Qualifying Time 

(i) All Incidents will be acknowledged within 30 minutes provided that the 
Incident is reported during the applicable Hours of Service (as detailed in the 
Agreement). 

(ii) For the avoidance of doubt, the period of time against which Service Credits 
shall be calculated is defined as “Incident Qualifying Time”. 

(iii) “Incident Qualifying Time” is calculated as follows: 
 

• “Start Time” is the time that an Incident is initiated on Clarion’s incident 
management system and is the beginning of the Incident Qualifying Time. 

For the avoidance of doubt, where the Service is Wires-Only, the 
Customer is responsible for reporting all Incidents and the “Start Time” 
for such Incidents begins when reported by the Customer to Clarion and 
not upon the Customer detecting the Incident. 

• “Stop Time” is the time at which the status of the Incident becomes 
“resolved” or “completed” and is the end of the Incident Qualifying Time. 
The case may be kept open for monitoring purposes after such time. 

• Incident Qualifying Time will run during the Hours of Service for the 
relevant Service or Incident, and shall be suspended outside of those 
Hours of Service. 

• “Parked Time” is time during which Clarion is unable to progress the 
resolution of the Incident and for the avoidance of doubt is deducted from 
the Incident Qualifying Time for reasons including, without limitation 
where: 

(a) Clarion (or its supplier) has requested information missing from the 
Customer Incident Report or where the information provided is 
inaccurate or incomplete. 

(b) Clarion (or its supplier) is awaiting power up/down of the Customer’s 
equipment. 

(c) Clarion is awaiting the Customer to provide the Customer’s availability 

for a visit appointment. 

(d) The Customer is unavailable to respond to Clarion. 

(e) Where ADSL or Broadband FTTC Standard Care Services apply, Parked 
Time commences when a visit appointment is agreed with the Customer 
until the visit appointment date/time slot becomes live. 

(f) Where ADSL or Broadband FTTC Enhanced Care services apply, and an 
Customer Site does not have 24 x 7 access and the Customer requests 
an engineer visit to the Customer Site when the Customer is available 
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for a visit. Parked Time commences when a visit appointment is agreed 
with the Customer and ends when the visit appointment date/time slot 
commences. 

(g) Access is unavailable at the Customer Site at an agreed time for a visit. 
Parked Time commences when the Customer Site visit starts until a re- 
scheduled appointment becomes live. 

(iv) Target Resolution Times 

Unless otherwise detailed in this Annex, Clarion shall use reasonable endeavours to 
resolve a Service affecting Incident within the Target Resolution Time from the time 
such Incident has been recorded at Clarion’s Network Operation Centre (“Incident 
Report”). 

Table: Target Resolution & Escalation Times 
Product Response 

(Hours) 
First 

Update 

(Hours) 

Frequency 
of 
Progress 
Updates 
Priority 1 

(Hours) 

Frequency 
of 
Progress 
Updates 
Priority 2 

(Hours) 

Target 
Resolution 
Time 
(Hours) 

Fibre 
Ethernet  

 

 
30 

 
1-2 

 
2 

 
24 

 
6 

ADSL, 
FTTC, 
FTTP, 
SoGEA with 
Enhanced 
Care 

 

 
30 

 
3-4 

 
2 

 
24 

 
24 

ADSL, 
FTTC, 
FTTP, 
SoGEA with 
Standard 
Care 

 

 
30 

 
3-12 

 
6 

 
24 

 
48 

CE 30 3-12 6 24 120 

 
Clarion reserves the right to extend the above timescales where, acting reasonably, 
it determines that this is appropriate due to the complexity of the Incident, where 
Clarion is dependent on a third party for resolution of the Incident or for other 
reasons beyond Clarion’s reasonable control. Where it does so, (i) no Service Credits 
shall be payable by Clarion for failure to meet the Target Resolution Time in the 
above table, and (ii) Clarion shall use reasonable endeavours to eliminate or reduce 
the impact of the Incident by provision of a workaround, with a permanent 
correction to follow. 
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(v) Incident – Progress Updates 

Clarion shall use reasonable endeavours to provide the Customer with regular 
progress updates for all Incidents reported by the Customer and, in particular, shall 
use reasonable endeavours to provide progress reports for Priority 1 and Priority 2 
Incidents no less frequently than as listed in the table above, or as otherwise agreed 
in writing by the parties. 

(vi) Incident/Faults – Resolution 

An Incident is resolved when the Service is no longer affected (as determined by 
Clarion, acting reasonably) and this may be by means of a temporary work-around 
until a permanent network solution is available. 

(vii) Escalation Process 

In the event of a Priority 1 or Priority 2 Incident Report remaining unresolved for a 
period in excess of the Target Resolution Time in this Annex, the Customer shall be 
entitled to escalate the matter in accordance with the Agreement. 

(viii) Service Credits 

Except as otherwise provided in this Annex, Service Credits are applied as follows: 

(i) Failure to meet the Service Availability Target: Where Clarion fails to 
achieve the Service Availability Target set out in paragraph 14.6 at any 
Customer Site in any calendar month the Customer may claim Service Credits 
for the affected Service. 

 
To claim a service credit the Customer must submit the following to Clarion 
within 30 days from the date upon which the relevant Incident first occurred: 

 
• The Clarion Incident case reference. 
• The date and time of the first contact with Clarion; and 
• A request for the applicable service credit. 

 
If the Customer fails to submit the above information and service credit request to Clarion within 

such 
30 day period, Customer shall be deemed to have irrevocably waived its right to 
any service credit that would otherwise have been payable in respect of that 
Incident. 

 
(ii) Failure to meet Target Resolution Times: Where Clarion fails to resolve 

a Priority 1 or Priority 2 Incident within the Target Resolution Time, the 
Customer may claim the following Service Credits for each Customer Site 
affected (as determined by Clarion, acting reasonably): 
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Product Hours in excess of the 
applicable Target 
Resolution Time. 

Reduction in Recurring Monthly 
Charges per Site affected for the 
calendar month in which the fault 
occurred. 

 
 

 
Fibre Ethernet 

EFM 
EoFTTC 

Up to 1 hour 3% 

Between 1 hour and 3 hours 5% 

Between 3 hours and 5 hours 7% 

Between 5 hours and 10 
hours 

10% 

 
Over 10 hours 

For every additional 10 hours, 10% up to 
the maximum of 
80% of 1 month’s recurring of 1 month’s 

Recurring Monthly Charges 
ADSL, FTTC, FTTP, 

SoGEA with Enhanced 
Care 

Any 25% 

ADSL, FTTC, 
FTTP, SoGEA 
with Standard 

Care 

N/A None 

 
 

14.7. Exclusions 

14.7.1. Clarion shall not be liable to pay Service Credits, where such failure is due to 
any of the following: 

• any matter beyond Clarion’s reasonable control (as described in clause 11 of the 
Standard Terms). 

• Scheduled or Emergency Maintenance. 
 

• Any service-affecting fault that is not classified by Clarion as a loss of service. 
 

• Failure because the Services purchased are Wires-Only and Customer has not provided 
suitable CPE or configuration to take advantage of a backup circuit that forms part 
of the Service availability (e.g. a Backup FTTC, FTTP, SoGEA or CE). 

• Works carried out by anyone other than Clarion. 
 

• Where the Service failure resides on the PSTN line owned or provided by anyone other 
than Clarion or its suppliers. 

• Failure by the Customer to provide prompt assistance and information including First 
Line Checks, as requested by Clarion. 

• Any network incident that is raised by the Customer that is subject to inaccurate or 
incomplete information. 
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• Failure by the Customer to respond to an enquiry from 
Clarion or any third party acting on its behalf which delays, hinders or prevents Clarion 
from performing its obligations. 

• Where the service is FTTC, the Customer connects any telephony equipment to the 
PSTN line. 

• Incidents, delays and failures by Clarion to meet any Service Levels which are caused 
by denial of service attacks. 

• Where the fault is proven to be caused by the Customer. 
 

• Faults which are associated with physical cable breaks or vandalism within the network. 
Estimated restoration of Service will be communicated to the Customer via the 
Clarion helpdesk. 

 
• This commitment excludes problems caused by power disruption at the Customer’s 

premises, the Customer’s router and/or associated cabling and/or any other 
hardware, software, materials or services not provided by Clarion. 

• A misconfiguration or omission of a requested Bolt-On configuration element. 
 

• Any failure of the CPEs, Routers and/or any firewall hardware. For the avoidance of 
doubt, this does not form part of the Service Availability Target and no Service 
Credits are paid against these. Clarion endeavours to issue replacement hardware 
on the next Working Day subsequent to the fault arising. 

14.8. Aggregate Service Credit Cap 

Notwithstanding any other term of the Agreement, in no event shall the Service Credits 
payable by Clarion in respect of a Service in any month exceed 100% of the Recurring 
Monthly Charges payable by the Customer in respect of that Service in that month. 

 
14.9. Service Credits shall be the Customer’s sole and exclusive remedy for a breach of the Service 

Levels under this Agreement. 
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1 Fibre Ethernet Service Description 

1.1 Clarion’s Fibre Ethernet is aimed at larger businesses with greater connectivity demands. Available across 
the UK, it offers a dedicated service delivering uncontended fibre access at high speeds. 

1.2 Features of Clarion’s Fibre Ethernet are 

(i) Fibre based technology: Fibre Ethernet uses fibre-based Ethernet technology from the Customer
premises to the nearest serving network node.

(ii) High scalability: Fibre access is provided at speeds from 10Mb/s, with 10Mb/s increments for 100Mb/s
circuits; 100Mb increments for 1Gb/s circuits; and 1Gb/s increments for 10Gb/s circuits.

(iii) Can be delivered as a Service between a Customer premise and a Clarion POP or between two
Customer premises (Point-to-Point).

2 Fibre Ethernet Service Restrictions 

Subject to Point of Presence (POP) availability and UK only. 

3 Fibre Ethernet Service Level Agreement (SLA) 

The specific Service Levels set out in paragraph 14 of the General Terms section of this 
Annex shall apply for the provision and ongoing support of the Fibre Ethernet Service by 
Clarion to the Customer. 

4 ADSL, FTTC, FTTP, SoGEA Service Description 

ADSL2+ &FTTC are both high speed, broadband internet access services which operate on a 
copper telephone line at your premises. These services allow you to access the internet and 
use your PSTN telephone service simultaneously. Whilst FTTC is delivered over copper to the 
premises, from the cabinet to the BT exchange it is delivered over fibre which reduces 
distance impact and as a result enables higher download speeds of up to 80Mbps.  

FTTP offers a range of speeds that are not affected by distance between the premises and 
the BT exchange. Availability is location dependent and there are a variation of speeds 
available up to 1Gbps.  

SoGEA is a data only service that is delivered on the same infrastructure as FTTC, however 
customers will not have access to a traditional copper voice service or telephone number as 
part of this. Speeds available are up to 80Mbps, and customers can obtain a SIP or Hosted 
Voice product to enable voice services. 
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