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Section A General Conditions

Section B Internet or Connectivity Services
Section C VOIP Telephony Services
Section D Hardware & Software Supply

The following terms and conditions apply to all transactions with Greenlight Telecoms and its subsidiary
businesses. The placing of an order for products or services indicates your acceptance of these terms and
conditions in full.

PRE-CONTRACTUAL NOTICES

(a). This agreement is an on-line agreement. You are therefore not required to sign and return it in order to
be bound by its content. You are not obliged to accept this agreement. However, your attention is brought to
paragraph 5 below, which clearly defines the conditions under which this agreement between you and us
shall commence and the duration of its term. If you have any queries relating to this agreement, then please
contact us. Our contact details can be found on the web page www.greenlighttelecoms.co.uk.

(b). From time to time, we will update these terms and conditions. Each time we update them we will publish
the updated version on our website page www.greenlighttelecoms.com/customerterms and, in order that you
can refer to them, we will retain a copy of the pre-updated terms and conditions.

(c). We will inform you whenever changes occur via a notification on our monthly invoice to you, and if you
do not write to us within Fourteen days of our notification, clearly stating which changes you do not accept. It
will be assumed that you have seen our notification to you of the change(s) in our terms and conditions, read
the latest version of them and, found them to be acceptable.

Section A: GENERAL CONDITIONS

This section applies to all transactions with Greenlight Telecoms.

1. DEFINITIONS

“Company” Greenlight Telecoms a trading division of Greenlight Computers Limited (Company

No. 05996374) Registered office: The Old Vicarage, Church Bank, Blackden Lane,
Goostrey, Cheshire CW4 8PG

“Customer” The company or person placing an order with Greenlight Telecoms

“Third Party” Any other person or company who is not the Customer or Company
“Working Day” Monday to Friday excluding public holidays in England & Wales

“Working Hours” The standard working hours are 8.00am to 6.00pm during a working day
“Out of Hours” Those periods of the week that are outside of the working day working hours

2. STANDARD
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These Terms and Conditions shall apply to all proposals, quotations, tenders, agreements and
contracts relating to the products and services supplied by the Company.

The Company sources products for Customers from Third Party suppliers and all descriptions
must be treated as approximate only. These do not form part of the contract.

The Company reserves the right to make any changes in the specifications of Products which are
required to conform to applicable safety or other legal requirements or which do not materially
affect their quality or performance.

In the event of clerical or typographical error the Company reserves the right to correct the error
without any liability on behalf of the Company.

All captions, titles and sub-headings used in this Agreement are for convenience only and shall
not be considered in construing or interpreting the provisions of this Agreement.

This Agreement shall be governed by the Laws of England.

PRICING & PAYMENT

3.1

3.2

3.3

3.4

3.5

3.6

3.7

3.8

4.1

4.2

The price payable by the Customer for the supply of Product(s) or Services shall be that agreed
between the Customer and the Company each time the Customer places an Order and as
specified in the Quotation or Services Proposal.

Orders placed by the Customer whether in writing, email, text or orally which shall become
binding if accepted by the Company.

Unless an order has become binding on the Company all prices are subject to change without
prior notice.

Unless otherwise agreed, invoices will be raised and dated by the Company on the date of
delivery of the Products or on commencement of the Services.

The Customer shall pay each invoice in full, together with any VAT at the appropriate rate and
other expenses, to the Company on receipt of the invoice. The time of payment shall be of
essence.

If the Customer fails to pay any sums due within 14 days of the due date or does not comply with
an obligation imposed upon the Customer then, without prejudice to any other right or remedy
available to the Company, the Company shall be entitled to withhold the supply of any Products
or Services to be provided to the Customer by or on behalf of the Company until such payment is
made. In the event that the Company temporarily suspend services to the Customer as a result of
your failure to pay the Company invoice to the Customer by its due date, the Company will
invoice a reconnection fee in line with the disruption caused.

The Company reserves the right to charge interest to the Customer on any sums, fees or other
charges which are not paid on the due date and that interest may be charged from the date such
payment falls due at the statutory rate of four per cent (4%) per annum above the Bank of
England base rate from time to time. Such interest shall accrue on a daily basis.

The Company or its agent shall deliver the Products to any premises notified to the Company by
the Customer and the Customer shall be liable for any costs incurred by the Company in relation
to carriage, postage and packing and any other applicable taxes and duties unless subject to a
prior agreement.

CUSTOMER OBLIGATIONS

The Customer shall make available to the Company the office space, computer facilities,
telecommunication and other resources necessary for the provision of the Services under this
Agreement at no charge to the Company.

The Customer shall take all reasonable precautions to protect the health and safety of the
Company’s personnel whilst at any location of the Customer.
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If a Service is delayed other than through the Company’s fault, the Customer shall pay any sums
required by the Company in respect of time incurred for the delay, including delay as a result of
the Customer’s agents or sub-contractors.

The Customer acknowledges that it is relying solely upon its own skill and judgement and not that
of the Company in determining the suitability of any Products and their fitness for any general or
specific purpose. (This clause does not apply however in circumstances where the Company has
provided Services to a Customer and the Company has been recommended a specific Product to
the Customer in writing.)

The Customer warrants that any of its representatives who enter into these Terms and Conditions
and any order with the Company have the Customer’s authority to do so and that the Customer
will take responsibility for any employee, ex-employee or other person who holds themselves out
to be the authorised representative of the Customer.

After the 3 months trial period the Customer shall permit its name to be quoted by the Company
to its customers and potential customers as a user of its Services.

LIMITATIONS OF LIABILITY

5.1

5.2

5.2.1
5.2.2

5.2.3
5.3

5.4

5.5

FORCE MAJEURE: Neither the Customer nor the Company shall be liable for delay in performing
obligations or for failure to perform obligations if the delay or failure results from circumstances
beyond the control of the party (whether happening in the United Kingdom or elsewhere)
including but not limited to force majeure, Act of God, refusal of licence (including refusal or
revocation by any duly constituted telecommunications authority of consent in respect of data
communications equipment) or other government act, fire, explosion, accident, civil commotion,
industrial dispute or impossibility of obtaining materials.

The Company shall not be liable for delay, costs, failure, breakdown, damage, loss or injury
caused by any of the following:

Equipment, programs, and services supplied by the Customer or any third party.

Equipment or programs supplied by Company but modified without the written consent of
Company by the Customer or any third party.

Any requirements of 3rd party, institutions or authorities associated with the Customer.

The Company’s liabilities to the Customer or any other party arising under or in connection with
any Agreement (whether arising from negligence, contract or howsoever) shall not exceed the
annual charge of that Agreement. In no event shall the Company be responsible for any indirect
or consequential loss or damage (including loss of data, loss of revenue or loss of profits) even if
the Company has been advised of the possibility of such consequences.

No actions regardless of form arising out of these Terms and Conditions may be brought by the
Customer more than twelve months after the Customer becomes aware or should reasonably
have become aware of the facts constituting the cause of action.

Nothing in these Terms and Conditions shall limit the Company’s liability to the Customer for
liabilities which cannot be limited or excluded as a matter of law.

6. CONFIDENTIALITY

6.1

6.2

In its performance of Services on behalf of the Customer the Company may be involved with
accessing a variety of the Customer's communication systems and may be engaged in managing
data traffic and providing of support services and in doing so shall be provided with or have the
chance to observe information relating to the Customer's business (the "Information"). The
Company hereby undertakes to keep confidential all particulars of the Information and shall not
disclose such to any third party or reproduce such in any form whatsoever except with the prior
and express consent in writing of the Customer.

During the course of any Agreement the Customer may learn of or observe aspects of the
Company’s business and its methods and the Customer hereby undertakes to keep confidential all
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particulars thereof except those which are in the public domain and those which are known to the
Customer prior to the date of any Agreement.

Unless otherwise agreed the undertakings of confidentiality contained in 6.1 and 6.2 above shall
survive for a period of two years after termination of any Agreement for whatever cause.

Neither Company nor the Customer shall do anything which will cause employees of the other
party to cease their employment with that party.

7. NON-SOLICITATION

7.1

7.2

7.3

The Customer will not solicit, induce to terminate employment, or otherwise entice away whether
directly or indirectly through another firm or company, any employee of the Company
professionally or otherwise directly associated with the Company during the term of any
Agreement or for 12 months thereafter.

The Customer is welcome to approach the Company on a confidential basis to express an interest
in recruiting a specific individual if they plan to negotiate a compensation arrangement with the
Company.

For the avoidance of doubt, there is no restriction on the Customer employing any person who is
employed or acting for the Company where that person responds to a bone fide public
advertisement for employees.

8. TERMINATION

8.1
8.1.1

8.1.2
8.1.3
8.1.4

8.2

8.3

8.4

8.5

8.6

The Customer may terminate this Agreement:

Immediately at end of any agreed trial period of any service Agreement, subject to the Company
gaining such agreement with any third parties involved.

At any time after the expiry of the Minimum Period of Duration of the Agreement by giving the

Company not less than three months' notice in writing.

Immediately if a Receiver is appointed over the Company’s business.

By written notice at any time to the Company if the Company is in serious breach of the
Agreement and the Company has failed to remedy the breach within fifteen working days of
written notice from the Customer to do so.

The Company may terminate this Agreement:

e At any time after the expiry of the Minimum Period of Duration of any Agreement by giving
the Customer not less than three months' notice in writing.

e Immediately if a Receiver is appointed over any part of the Customer's business.

e By written notice at any time to the Customer if the Customer is in serious breach of this
Agreement (including failure to pay any charges due by the due date) and the Customer has
failed to remedy the breach within fifteen working days of written notice from the Company to do
S0.

Termination will not discharge the Customer or the Company from obligations under Clause 7 of
this Agreement or from payment of charges due at the effective date of termination.

Termination inside the minimum term of the contract will incur the full costs to the completion of
the contract as presented to the client. In the event of early termination, the Company will
request a reduced termination fee from the 3™ party provider and if successful will return any
refunds to the Customer.

The minimum term of the Agreement will be detailed on each individual Agreement, in the
absence of a minimum term will be thirty six months as contracted in these terms and conditions
of trade.

On termination of an Agreement any equipment or software leased by Greenlight to the Customer
must be promptly returned to the Company at the Customer’s expense in order to avoid
continuing charges.

Company registration no. 05996374 VAT registration no. 897485251

Greenlight Telecoms is a Division of Greenlight Computers Limited.
Registered Office: The Old Vicarage, Church Bank, Blackden Lane, Goostrey, Cheshire, CW4 8PG


http://www.greenlighttelecoms.co.uk/

\V4

Greenlight Telecoms

www.greenlighttelecoms.co.uk

9. MISCELLANEOUS

9.1

9.2

9.3

9.4

9.5

9.6

9.7

Section B:

Neither the Customer nor the Company shall assign or otherwise transfer this Agreement without
the prior written consent of the other party.

No amendment of these Terms and Condition shall be binding unless executed in writing and
signed by an authorised representative of the Company and by an authorised representative of
the Customer.

The failure of the Company at any time to enforce a provision of these Terms and Conditions
shall not be deemed a waiver of such provision or of any other provision of these Terms and
Conditions or of the Company’s right thereafter to enforce any such provision(s).

Any demand, notice or other communication shall be in writing and may be served by hand,
prepaid first-class post or email.

No Third Party may enforce any provision of these Terms and Conditions by virtue of the
Contracts (Rights of Third Parties) Act 1999.

Entire Agreement: These Terms and Conditions (and any licence proffered by or on behalf of the
owner of the Products and/or Software supersedes all previous written or other documents or
agreements (written or oral) relating to the subject matter of these Terms and Conditions.

The Contract shall be governed by and constructed and interpreted in accordance with English
laws and the parties hereby submit to the non-exclusive jurisdiction of the English Courts of Law.

INTERNET OR CONNECTIVITY SERVICES

10. Service terms

10.1

10.2

10.3

10.4

10.5

The terms of reference for the provision of Broadband Services to be delivered by the Company
and its agreed 3™ party providers shall be as specified in the Services Proposal. The Customer
may from time to time wish to vary the terms of reference or capacity of these services. Under
these circumstances, the Company will use all reasonable endeavours to accommodate that
variation. Any changes in the charges and/or timescales as a result of that variation shall be
negotiated between the Customer and the Company.

The Company shall supply the Services to the Customer in accordance with these Conditions,
relevant Supplementary Terms and Conditions and the SLA. The Services are sold as business
services for use over the course of the Customer’s business. The Services is provided solely for
the Customer’s own use and the Customer will not resell, re-supply, licence, permit or otherwise
allow any third party to use the Services (or any part of them) without obtaining the Company’s
prior written consent.

The Company shall use all reasonable endeavours to meet any performance dates specified in the
Services Agreement, but any such dates shall be estimates only and time shall not be of the
essence for performance of the Services.

Greenlight Telecoms reserves the right to monitor the Customer's use of the Services from time
to time to ensure compliance with the terms of this Agreement.

To preserve the Internet Protocol addressing resources, the Company and its agreed 3™ party
partners may install services using Carrier-Grade Network Address Translation (CGNAT) where
the Customer router is assigned a non-globally routable private IPv4 address and outbound
internet traffic is translated to a shared pool of public IPv4 addresses. If inbound remote access
to systems such as secure VPN or Email Servers are required, then a Public IPv4 address can be
made available for which there will normally be an additional charge. Dedicated internet services
are provided with globally routable public IPv4 addresses as standard. IPv6 addressing is
available upon request on all services free of charge.
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The Company also have the right to make more significant changes to the Services, these
Conditions and/or to increase the Charges, but the Company shall give the Customer at least 30
days’ notice of such change.

The Customer acknowledges that Greenlight Telecoms may be required by current or future law
or regulation to provide information about the Customer’s use of the Services to regulators and/or
law enforcement bodies, and/or to access, store and/or take copies of the Customer’s data stored
on or transmitted by the Service as required by law.

The Customer acknowledges that it is technically not possible to guarantee to provide the
Services free of faults and that the Company does not provide any such guarantee. In the event
of a fault in the Service, the Customer must report it to the Company by the methods advised to
the Customer at the commencement of the Services. The Company will then service the fault
based on the response time SLA (Service Level Agreement) presented as appropriate in the
Customer Agreements.

The Customer acknowledge that in order to avoid delays occurring in the ordering process we will
need to be notified by British Telecommunications Group Plc., (hereinafter referred to as “"BT")
and/or any other of your existing incumbent(s) of any products or Services presently in use on
your line(s) which are both compatible and incompatible with the Services BT and/or any other of
your existing incumbent(s) provide to us. BT and/or any other of your existing incumbent(s) are
under a strict duty not to disclose information about one of their customer’s telecommunications
services to a third party unless their customer has consented to such disclosure. Upon entering
into this contract, you give consent to BT and/or any other of your existing incumbent(s) to
disclose such information to us.

The Customer shall comply with legal and acceptable use policies when using all services
provided by the Company for business use. These include but are not limited to:

10.10.1 The Customer must not: breach any local or international laws, transact any offensive or abusive

data, infringe copyright, falsify or interfere with data packets, upload or download malware or
pornography, promote violence, sexism or racism, in any way disrupt the Company’s ability to
deliver a quality service.

10.10.2 The Customer must: take appropriate measures to ensure they can comply to clause 10.10.1,

monitor the use of the service by staff is in line with authorised and legal practices.

10.10.3 The Customer must not: sublet the service to a third party for the activity of streaming or data

centre type services that may detrimentally affect the overall service provided.

10.10.4 Failure to comply with this Acceptable Use Policy constitutes a material breach of our Standard

10.11

10.12

10.13

Section C:

Terms and Conditions of Supply which apply to our provision of the Services, and may result in:
suspension of service, legal proceedings with full indemnity for the Company, disclosure of illegal
activities to the appropriate authorities.

The Company reserve the right to manage network traffic using prioritisation techniques to
ensure that during busy periods time sensitive applications such as VOIP Services, email, and web
browsing are given priority over bandwidth intensive, non-time-sensitive applications such as file
sharing.

Planned outages for network or service maintenance will be required from time to time during the
contracted period. Planned outages for maintenance purposes will normally be performed
between 20:00 and 8:00 and will be notified to the Customer at least 24 hours in advance. Where
possible the timing of such planned outages will be agreed with the Customer in advance. Where
multiple Customers may be affected, the Company will agree a time that is least detrimental to
the Customers concerned.

Emergency outages may occur from time to time and the Company will adhere to the response
time SLA. Where outages are likely to become prolonged a globally communication chain will be
established as appropriate to the location and landlords involved.

VOIP TELEPHONY SERVICES
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11. Service terms

11.1

11.2

11.3

11.4

11.4.1

11.4.2

11.4.3

11.4.4

11.5

11.6

Where the Company agrees to provide outsource VOIP telephony services to the Customer, this
will generally be subject to a specific contract & subject to additional terms & conditions in line
with the overall Term’s and Condition’s herein.

The Company can provide multi-platform VOIP solutions with physical phones on desks,
collaboration phones, softphone applications for both mobile and desktop use. The full set of
available features will be communicated as part of the services Agreement entered into for that
specific Customer and Service.

Number Porting: where the Customer requests number porting on commencement of the VOIP
Services, the Customer is responsible for ensuring that any information that you provide to us in
respect of your request is complete and correct. In the event that a number porting request is
unsuccessful because the Customer has provided us with incomplete or incorrect information, or
due to any other action or omission by the Customer, we reserve the right to charge you an
administration charge in respect of each rejected number porting attempt. Number porting dates
will be agreed in advance and charges will vary by region and provider, charges will be presented
on a budgetary basis during porting to enable the Customer to budget effectively.

The Customer shall comply with legal and acceptable use policies when using all services
provided by the Company for business use. These include but are not limited to:

The Customer must not: breach any local or international laws, transact any offensive or abusive
data, infringe copyright, falsify or interfere with data packets, upload or download malware or
pornography, promote violence, sexism or racism, in any way disrupt the Company’s ability to
deliver a quality service.

The Customer must: take appropriate measures to ensure they can comply to clause 11.4.1,
monitor the use of the service by staff is in line with authorised and legal practices.

The Customer must not: sublet the service to a third party for the activity of making fraudulent,
offensive or illegal calls that may detrimentally affect the overall service provided.

Failure to comply with this Acceptable Use Policy constitutes a material breach of our Standard
Terms and Conditions of Supply which apply to our provision of the Services, and may result in:
suspension of service, legal proceedings with full indemnity for the Company, disclosure of illegal
activities to the appropriate authorities.

VOIP telephony charges will be transacted via the Company billing system and cover rental,
licencing, call charges and other incidental charges as may apply on a monthly basis.

The following conditions shall apply to all VOIP services provided by the Company to Customers.
The Company warrants and undertakes to the Customer that:

e The Company’s employees, agents and sub-contractors will have the necessary skill and
expertise to provide the Services described in the Services Proposal in accordance with good
industry practice.

e The Company will provide independent and unbiased advice and will exercise reasonable skill
and care in the provision of the Services.

e The Services will be provided in a timely and professional manner.

e Where the Company agrees to provide Services, any estimate or indication by the Company
as to the number of person days or person hours required by the Company to undertake a
specific task shall be construed as being an estimate only.

e The Company shall in no circumstances be liable for a delay or for any other loss, damage or
other cost of whatsoever nature (including without limitation Consequential Loss) suffered or
incurred by the Customer where such estimate or indication is incorrect.

e The charges agreed for the Services do not include travel, accommodation and subsistence
expenses, nor the cost of time spent travelling incurred in the provision of the Services for which
the Company shall charge its then current rates.
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HARDWARE & SOFTWARE SUPPLY

12. Service terms

12.1

12.2

12.3

12.4

12.5

12.6

12.7

12.8

12.9

12.10

12.11

12.12

The Company does not give any warranties in relation to Products purchased by Customers. The
only warranties which the Customer receives are those which are given by the manufacturer or
licensor (as the case may be) of such Hardware or Software to the Customer and are subject to
any relevant limitations and exclusions imposed by such manufacturer or licensor (as the case
may be). The Company shall provide the Customer with details of such warranties and remedies
for breach of such warranties (if applicable) upon request.

The Company shall use its reasonable endeavours to deliver the Products to the premises stated
by the Customer by any delivery date estimated by the Company and the Customer agrees that
the delivery date is not guaranteed or of the essence of the Contract.

The Company shall in no circumstances be liable to the Customer for any losses, damages or
charges incurred by the Customer due to the late delivery of the Hardware or Software.

Products delivered to the Customer shall be deemed accepted by the Customer and the Customer
agrees it will inspect the Products immediately upon delivery and in all cases shall inform the
Company in writing within 24 hours of delivery of any damage, shortages, defects or non-delivery
of the Products.

Risk of damage to or loss of the Products shall pass to the Customer in the case of Products being
collected by the Customer, where the Customer wrongfully fails to take delivery of the Products at
the time when the Company has tendered delivery of the Products to the Customer.
Property/Title for the Products shall not pass to the Customer until the Company has received in
cash or cleared funds payment in full for the price of the Products.

Until such time as title in the Products pass to the Customer the Customer shall keep the Products
separate from the Customer’s other goods and those of any other third parties and properly
stored, protected and insured and identified as the Company’s property.

The Company reserves the right to request return of any Products if the Customer fails to pay in
the due time. If the Customer fails to do so immediately the Customer shall allow the Company or
its agents or representatives to enter upon the Customer’s premises or any premises of any third
party where the Products are stored and repossess the goods.

No order which has been accepted by the Company may be cancelled by the Customer unless
written agreement is obtained from an authorised representative of the Company. The Customer
agrees it may be required to indemnify the Company in full for any costs, damages, losses,
charges and expenses (including any loss or profit) incurred by the Company as a result of any
cancellation.

The Returns Policy for Non-Faulty Products normally allows Customers to return unopened
Products, however all returns are at the Company’s sole and absolute discretion. Under no
circumstances will the Company accept returns of opened Products unless those Products are
faulty.

In circumstances where return of Product(s) is permitted by the Company the Company will issue
a credit note on a Customer’s account so that the invoice for the relevant Product is deemed
cancelled. In the event a Customer has paid for goods in full, a refund will be granted.

The Returns Policy for Defective or Faulty Products allows for the refund or replacement of faulty
or defective Products is subject strictly to individual manufacturer’s “Dead On Arrival” ("DOA")
policies. Individual manufacturer’s DOA policies may be obtained by the Customer by contacting
the Company’s customer service department. The Customer must notify the Company of a defect
in the Products within the time limit provided for in the applicable manufacturer’s DOA policy. The
Customer may be required to contact the manufacturer’s technical department to troubleshoot
and/or to obtain DOA authorisation which is to be retained by the Customer and presented to the
Company upon request. The Customer is also required to make a note of any call/case reference
numbers issued by the manufacturer to assist the Company with return of the DOA product. In
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the case where it is established that Products are faulty or defective the Company’s customer
service department will arrange with the Customer to have the Products collected. In some
instances the manufacturer’s warranties require the Customer to contact the repair agent directly.
If this is the case, the Customer will be so informed by the Company’s customer service
department.
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