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Concise Statement

No. VID
Federal Court of Australia
District Registry: Victoria
Commercial and Corporations NPA
Regulator and Consumer Protection Sub-area

AUSTRALIAN COMPETITION AND CONSUMER COMMISSION
Applicant

OPTUS INTERNET PTY LIMITED (ACN 083 164 532)
Respondent

This is a claim against the Respondent (Optus) in connection with the supply and promotion
of its residential broadband internet services, using the National Broadband Network (NBN),
to customers who paid for plan speeds that could not be achieved. It is alleged that Optus
engaged in misleading or deceptive conduct, conduct liable to mislead the public, and the
making of false or misleading representations, in relation to the capability of a customer’s
line to achieve the underlying NBN speed tier for their plan, the testing and notification of the
maximum speed that could be achieved on the line, and the offering of alternatives for lines
that did not support the underlying speed tier. It is also alleged that Optus wrongly accepted
payment for services without supplying the plans, or when there were reasonable grounds
for believing that Optus would not be able to supply the plans at the underlying speed tier,
within the specified period or a reasonable time.

IMPORTANT FACTS GIVING RISE TO THE CLAIM

Between at least 1 January 2019 and 31 December 2019 (the Relevant Period), on its
website and through direct telesales, Optus offered residential broadband internet plans that
were provided using NBN services supplied by NBN Co Ltd (NBN Co) to Optus as a ‘retail

service provider’.

NBN Co offered wholesale broadband services in a range of “megabits per second” (Mbps)
bandwidth profiles. For example, 25/5Mbps provides a maximum download speed (being
towards the customer) of 25Mbps and a maximum upload speed (being from the customer)
of 5Mbps. The bandwidth profiles offered by NBN Co during the Relevant Period included
25/5Mbps, 50/20Mbps (NBN50 Speed Tier) and 100/20Mbps or 100/40Mbps (NBN100
Speed Tier) (together, NBN Speed Tiers).

Filed on behalf of (hame & role of party) Australian Competition and Consumer Commission (Applicant)
Prepared by (name of person/lawyer) James Love

Law firm (if applicable) Johnson Winter & Slattery

Tel +61 38611 1339 Fax +61 38611 1300

Email James.Love@jws.com.au

Address for service Level 34, 55 Collins Street

(include state and postcode) MELBOURNE. VIC. 3000
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Optus provided services to customers during the Relevant Period using NBN fibre-to-the-
node (FTTN) technology on plans relevantly described as “Speed Pack 3” for internet
access with a maximum underlying speed of the NBN50 Speed Tier (NBN50 Optus plan)
and “Speed Pack 4” for internet access with a maximum underlying speed of the NBN100
Speed Tier (NBN100 Optus plan) (together, the Optus plans).

The maximum attainable speed (MAS) of the line over which the service is provided to a
customer caps their internet speed, regardless of the underlying NBN Speed Tier of the
Optus plan purchased. The MAS depends, among other things, on the length and quality of
copper wires that form part of the infrastructure over which broadband services are provided
to the customer’s premises. If a customer’s MAS (in respect of either download or upload
speeds) is lower than the underlying NBN Speed Tier, their line’s speed is limited to that
MAS and cannot support the NBN Speed Tier offered as part of their Optus plan.

Optus received on a weekly basis, through the NBN portal, a file containing details of the
MAS of all of its active customers’ NBN services. The file for the prior Monday to Sunday
period was usually uploaded onto the portal on the following Tuesday and retrieved by
Optus on the Wednesday. Optus also used an automated system to access the NBN portal
and perform line speed testing for new customers. This MAS data was generated each day
over a seven day period commencing on the third day after a customer’s order was
completed in Optus’ systems. In this way, Optus usually became aware of a customer’s
MAS between 3 to 10 days from when the customer activated their line, and usually became
aware a few days later whether the customer’s line was capable of supporting the NBN

Speed Tier underlying their Optus plan.

On 11 December 2017, the Australian Competition and Consumer Commission (ACCC)
accepted an undertaking from Optus (subsequently varied on 1 March 2018) pursuant to

s 87B of the Competition and Consumer Act 2010 (Cth) (the Undertaking) to address earlier
concerns that customers were not receiving the speeds represented to them by Optus in its

NBN plan advertising.

During the Relevant Period, Optus represented in statements on its website that, for
customers who acquired an Optus plan, Optus would: (a) obtain a speed estimate before
Optus activated the line; (b) check the speed of the line once the service was connected and
NBN provided Optus with the speed data; or (c) confirm the speed upon, shortly after, or
within a reasonable time after, activation of the line (together and individually, MAS
Checking Representations). A table setting out statements that gave rise to the MAS
Checking Representations and a representative sample of the webpages containing those

statements are at Annexure A to this Concise Statement.
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The MAS Checking Representations were false, misleading or deceptive because during the
Relevant Period a significant number of customers (60,875 of 120,183 customers who
acquired the NBN50 Optus plan and 3,239 of 6,653 customers who acquired the NBN100
Optus plan) did not have their MAS checked or confirmed by Optus until 4 weeks or more
after activation of the line (if at all). Further, a significant proportion of those customers who
had their line’s MAS checked more than 4 weeks after activation had a line that was
incapable of supporting the underlying NBN Speed Tier of their Optus plan: 17,988
customers with NBN50 Optus plans had lines that could not support the NBN50 Speed Tier;
and 2,608 customers with NBN100 Optus plans had lines that could not support the NBN100
Speed Tier.

During the Relevant Period, Optus also represented in statements on its website and in its
telesales marketing material that it would inform a customer that their line could not support
the underlying NBN Speed Tier of their Optus plan, at one of the following times: (a) before
activation of their line; (b) after their line was activated and NBN provided Optus with speed
data; or (c) upon, shortly after, or within a reasonable time after, activation of their line
(together and individually, the MAS Notification Representations).

In those statements, Optus also represented that it would provide alternative options to a
customer who chose an Optus plan which had an underlying NBN Speed Tier that could not
be supported by their line, at one of the following times: (a) upon the speed estimate being
obtained before Optus activated their line, (b) upon the speed estimate of the customer’s line
becoming available; or (c) upon, shortly after, or within a reasonable time after, activation of
the line or service (together and individually, the MAS Remedy Representations). A table
setting out statements that gave rise to the MAS Notification Representations and the MAS
Remedy Representations, and a representative sample of the webpages containing those

statements, are at Annexure B to this Concise Statement.

The alternatives that Optus should have provided to these customers, as set out in the
statements conveying the MAS Remedy Representations (and in the Undertaking), included
allowing them either to exit from their contract without cost and with a refund, or to move to a

lower speed plan with a refund.

The MAS Notification Representations and MAS Remedy Representations were false,

misleading or deceptive because 17,988 of the NBN50 Optus plan customers and 2,608 of
the NBN100 Optus plan customers whose line was incapable of supporting the underlying
NBN Speed Tier were not notified of their line’s MAS, nor provided with alternative options,

until 4 weeks or more had passed since activation (or at all).

Customers were usually required to pay for the Optus plans monthly in advance.

Consequently, during the Relevant Period, Optus accepted payments from customers
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whose lines were incapable of supporting the underlying NBN Speed Tier for the Optus plan
which they acquired. In particular, Optus accepted payment for at least two months’ service

from:

(@) 23,282 customers who acquired the NBN50 Optus plan but whose MAS for
downloads was between 49 and 25.01Mbps, and 5,295 customers who acquired

the NBN50 Optus plan but whose MAS for downloads was 25Mbps or less; and

(b) 2,250 customers who acquired the NBN100 Optus plan but whose MAS for
downloads was between 99 and 50.01Mbps, and 1,497 customers who acquired
the NBN100 Optus plan but whose MAS for downloads was 50Mbps or less.

Further, by making the statements that gave rise to the MAS Checking Representations, the
MAS Notification Representations and the MAS Remedy Representations, and/or by issuing
monthly bills to customers whose lines were incapable of supporting the underlying NBN
Speed Tier for the Optus plan which they acquired, Optus impliedly represented that the
customer’s line was capable of supporting the underlying NBN Speed Tier of their Optus
plan (Line Capability Representations). The Line Capability Representations were false,
misleading or deceptive because the MAS of the customer’s line was incapable of

supporting the underlying NBN Speed Tier.

SUMMARY OF RELIEF SOUGHT FROM THE COURT
The ACCC seeks the relief set out in the accompanying Originating Application.
PRIMARY LEGAL GROUNDS FOR THE RELIEF SOUGHT

For the reasons set out in paragraphs 9 and 13 respectively, by making the MAS Checking
Representations and the MAS Notification Representations in trade or commerce, Optus
engaged in conduct that was misleading or deceptive or likely to mislead or deceive in

contravention of s 18 of the Australian Consumer Law (ACL).

For the reasons set out in paragraph 13, by making the MAS Remedy Representations in
trade or commerce, in connection with the supply or possible supply or promotion of Optus
plans, Optus engaged in conduct that was misleading or deceptive or likely to mislead or
deceive in contravention of s 18 of the ACL, and made false or misleading representations
concerning the existence or effect of a condition, warranty, guarantee, right or remedy in
contravention of s 29(1)(m) of the ACL.

To the extent that the MAS Checking Representations, MAS Notification Representations
and MAS Remedy Representations were representations as to future matters, the ACCC
relies on s 4 of the ACL and alleges that Optus did not have reasonable grounds for making

them.
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For the reasons set out in paragraph 15, by making the Line Capability Representations in
trade or commerce and in connection with the supply or possible supply or promotion of
Optus plans, Optus engaged in conduct that was misleading or deceptive or likely to mislead
or deceive and was liable to mislead the public as to the nature, the characteristics or the
suitability for purpose of the Optus plans in contravention of ss 18 and 34 of the ACL, and
made false or misleading representations that the Optus plans were of a particular standard,
quality or grade in contravention of s 29(1)(b) of the ACL, and/or had performance
characteristics, uses or benefits in contravention of s 29(1)(g) of the ACL.

For the reasons set out in paragraph 14, by accepting payment for the Optus plans from
customers whose lines were incapable of supporting the NBN Speed Tier for the Optus plan
which they acquired when, at the time of the acceptance, there were reasonable grounds for
believing that Optus would not be able to supply the Optus plans at the speed tier to some or
all of those customers within the period specified by Optus at or before the time it accepted
payment or within a reasonable time, and Optus was aware or ought reasonably to have
been aware of those grounds, Optus contravened s 36(3) of the ACL.

Further or alternatively, for the reasons set out in paragraph 14, Optus contravened s 36(4)
of the ACL by accepting payment for Optus plans without supplying the Optus plans to all or
some of those customers within the period specified by Optus at or before the time it
accepted payment from those customers or within a reasonable time.

ALLEGED HARM

For residential customers, understanding the features of advertised broadband services and
the quality of services that they actually receive can be complex, confusing and time
consuming. Speed is a key consideration when choosing an internet plan and is a key
differentiating factor between plans and pricing. Accurate information about internet speed is
important for consumers to make an informed choice as to the services that may best suit
their needs. Customers who paid for plans with underlying speeds above their MAS were
receiving little if any benefit compared with lower speed plans with Optus or other service
providers. By its conduct, Optus defeated or diminished genuine consumer choice,
undermined competition, and impacted decisions made by existing Optus customers who
may have acted on the belief that their line was performing above its actual MAS, as well as
other customers who may have chosen a particular Optus plan over other Optus plans or

plans of other internet service providers.

Date: 9 August 2021

This Concise Statement was prepared by Catherine Dermody of counsel, and settled by
Oren Bigos QC.



Certificate of lawyer

I, James Love, certify to the Court that, in relation to the concise statement filed on behalf of
the Applicant, the factual and legal material available to me at present provides a proper basis

for each allegation in the pleading.

Date: 9 August 2021

Lt

Signed by James Love
Lawyer for the Applicant




Annexure A

MAS Checking Representations — Statements

During the Relevant Period, Optus published the statements in the following table on its website.

No. Statement Date published Document
1. “A speed estimate will be obtained before Optus | From at least 12 | Webpage entitled ‘Terms
activates your line...NBN speeds are also April 2019. and Conditions’

checked and confirmed once your service is
connected and NBN Co provides Optus with the
speed data...”

(example at Document A.1)

2. “Fibre to the Node, Fibre to the Curb, or Fibre | From at least 1 Webpage entitled "NBN
to the Basement customers will have their January 2019. Speed Packs"

speed confirmed once the service is activated... (example at Document A.2)

3. “FTTN, FTTB and FTTC speeds will be From at least 1 Document titled “Critical
confirmed after activation” January 2019. Information Summary”

(example at Document A.3)




DOCUMENT A.1
. _______________________________________________________________

OPTUS NBN POWER FAILURE TERMS

NBN BATTERY BACKUP

NBN services require a battery back-up for a NBN Connection Box to work in the event of a power outage. This back-up power supply enables operation of the NBN Connection Box for
approximately 5 hours without mains power. Even with a NBN battery back-up you will need a separate battery backup supply to power any connected equipment such as the Optus WiFi
modem over which your voice service is delivered, or a cordless phone in a power outage.

1. Please be aware that Optus does not include a battery backup power supply for the NBN Connection box er Optus modem. This means you won't be able to make or receive calls during a
power failure, including not being able to call emergency service numbers. You should ensure you have alternative means to make calls (such as a charged up mobile phone).

2. Medical and back to base alarms will also not work during a power outage.

3. You can purchase your own back-up power supply for the NBN Connection Box, Optus WiFi modem and other devices to enable them to work during power outages.

PRIORITY ASSISTANCE

4 If you have a diagnosed life-threatening medical condition, your current provider may offer you "Priority Assistance’. Optus does not provide Priority Assistance. Telstra is a provider who does

NBN SPEED

Speeds on some NBN connections may be impacted by the length and guality of the copper line which connects the service to your premises. A speed estimate will be obtained

before Optus activates your line and if the estimate is below the maximum speed of the plan or pack you have purchased Optus will contact you to confirm that you're happy to

proceed. NBN speeds are also checked and confirmed ence your service is connected and NBN Co provides Optus with the speed data, and options will be provided Iif the actual
speed you achieve is lower than what’s included in your plan or speed pack.

INSTALLATION TERMS

| agree that:

| own the premises or have permission from the owner to have equipment installed.

| authorise Optus or NBN to access the premises to install/transfer my service if required.

| authorise Optus to transfer any cables in order to provide me with a telephone service.

| understand that if | have received delivery of my self-installation kit and do not self-install my Optus equipment within five working days of my Optus NEN connection date, my Optus NBN
connection will be autematically activated and billing will commence, which may result in the disconnection of my existing services.

My computer (incl. devices) meets the Optus Broadband minimum system requirements.

Please tick here to confirm you have read, understood and agree to these terms and conditions

CANCEL CONTINUE
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DOCUMENT A.2

OPTUS
Perks & Extras

FOR YOU
Shap ~
NBN / NBN Speed Packs

Mobile Broodband & NEN  Prepald  Entertainment

nbn™ Speed Packs

Compare nbn Fixed Line Speed Packs.

With Optus nbn speed packs you can pick what's right for
your usoge and budgot.

Q sEARCH T CART B LOGIN

Deals & Bundles

How fast do you want to go?

We all uss tachnology differantly. Some people are loaking for high spead
internet sa they can play games, stream videos and watch TV; athers just want
basic wab brawsing to chock amail and visit wabsites, With Optus NBN fixed
line Speed Pock you can pick what's right for your usage and budget.

SPEED PACK 1
7 MBPS" SPEED PACK 2 SPEED PACK 3
TYPICAL BUSY 20 40 MBPSA
PERI! TYRICAL BUSY PERIOD TYPICAL BUSY PERIOD
DOWNLOAD SPEED DOWNLOAD SPEED
SPEED
Rasic Evening Standard Evening Standard Plus Evening
Speed(NBNIZ) Speed{NBNZS) Speed{(NBN50)
Averags Peck
Download Avecage Peak Downlood Speed  Averoge Peck Downlood Speed
for 7ta 11 pm faat for 7 1o 11 pr (as ot Dec 2018) For 7 1011 pm (os ot Dec 2018}
Dec 3018} 11 £ bper £ Mbpee
M
1-2people 2-3 people 3- & peaple

I you only use your

Internet for the Great for when you've gat

multiple devices - computers,
toblets, phones - all trying to vse

your Internet at cnce. If you like

to stream videos and music, o

Great for casual internet use on
a computer of phane, This Spead

sona le
dovice, like browsing
Pack is suited to general web

websites or

¢hecking emails an browsing, plus playing your
a computer, this favourite Thbsic streaming l'“::;:s’“:r“nrr'ﬂ:m”m"mf'
poed Pack may be  same videos online. This S B e iia crad ol
uII )':‘;Jsuukdl Pu:lk Is not recommaend: o farmily nesd, IF you ore o
Speed Pack is not storage setvices or -
recommended for  calaboration toal e tg‘:;‘;'{‘m’;‘;";‘e gttt

anline gaming,

claud starage laboration (uuls. this

SHed Pack could be the right

e o :
collaboration tools. one for you

See plars

Typical Busy Perlod Download Speed Is the typlcal expected experlence between
Tpm and Tipm which is the busy time for consumer Internet traffic, and
betweon Yam and =5pm, Mon=Fri {excluding public holldays), which is the busy
time for SMB Internat traffic. It is not a guarantsed minimum speed. Factors
affecting speed ond performance: The actual speed you will experionce depends
on @ number of foctors including your access type, demand on the network,
lecal conditions such as internet traffic, your line condition, your hardware and
software, the data saurce or destination and your location which can interfere
with reception and speed. Excludes Fixed Wireless custamers and FTTN/B lines
with limited maximum line spasds.

A Typical Busy Period Download Speed for Spead Pack 1, Spaed Pack 2, Speed
Pack 3 and Speed Pack & will be refréshaed on a quarterly basis in accordance
with ACCC gui . The publish

The published figure is not representative of future parformance and should nat
b derod a d

4 figure may i ar di over time,

nbn Fixed Wireless speeds: These spesds packs do nat apply to nbn Fied
Wireless services.

Fibre to the Node, Fibre to the Curb, or Fibre to the Basement customers will
have their speed confirmed once the service is activated and if the plan or speed
pack chosen can't be supported by the line, afternotive optlons will be provided,

*Average Peak Download Speed Is colculated over o two-week perlod ending on
the date of publication and is the average speed experienced by a
representative group of customers between 7pm and T1pm (the busy time for
consumer Internet troffic). It is not a guaranteed minimum speed. Past
performance i= not an indicotion of expected future speed. The actual speed
you will axperience depends on a number of factors including your access type,
demand on the network, local conditions such as internet traffic, your ling
condition, your hardware and software, the data source or destination and your

location which can interfere with reception and speed.

Excludes Flxed Wireless customers and FTTN/E lines with limited maximum line
speeds,

SPEED PACK &
80 MBPS*
TYPICAL BUSY PERIOD DOWNLOAD SPEED

Pramium Evening Speed(NBMN10U)

Average Peak Download Speed for 7te 11 pm
(% at Dec 2018) 51.6 Mbps*

5+ paople

Perfect If you want to get the most out of
your intefnet connection, Whether you've got
multiple devices connecting te your network,

you need to download big files, you want 1o
stream your fovourlte TV shows and movies,
of you want to stay competitive with your
online ganing, -k might B jutt

‘what you need, I you are o SMH customer

and your staff Bke to use cloud storage
services and collaberation toels, this Spe
Pach could e she (iaht ome For you, Espocioly
If you're dﬁnq It all at onee.

Compare NBN Fixed Wireless Speed Packs

Speed Pack 1 Speed Pack 2

Maximum off-peak speed of 11 Mbps Maxlimum off-peck speed of 73 Mbps

1-2 people 2.3 people
IF you onl '( wse your internet for the basics
on a single device, like browsing websites
or Lller_klruieubuﬂ: on a computer, this
ot may b all you need, This
‘:peed Pock is not recommaendad for

Great for casual internet use on a computer

or phone, This Spesd Pack is sulted to
ereral web browsing, plus playing your
avourite music and streaming some videaos

online. This Speed Pock is nat recommended

Speed Pock 3

Maximum off-poak speed of 23 Mbps to 48
Mbps

23 people

Great for casual internet use on o cumpul.er
or phone, This Speed Pack is sulted 1

eneral web brow:mg, plus playing o
Favourite music ai TOAMING somd vidoos
onllney This Speed Fa:k Is not recammended

anline gaming, choud starage services of

far oniine gaming, cloud g 5 ar
cellaboration tesls.

callaboration teols.

for gt Services of
coltabaration (eels.
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NEHN Fixed Wireless Speed: Internet speeds indicated in the table are maximum
theoretical speeds and are not an estimate of the speeds you will actually

experionce.

You will not experience these speeds at all times. Fied Wireless speeds will be
slower during the busy perlod, which Is 7pm to Tpm for individual consumers.
and am to Spm, Monday to Friday (excluding public holidays) for SMB
CONEUMErs.

Factors such as congestion may significanthy affect the Fixed Wireless services.
You will typically experience slower speeds due to a number of factors including:

«  signal strength or abstruction of the antanna’s line of sight ta the nba Fixed Wireless
Tower;
«  the copacity of and demand an the nbn Fhed Wireless tower and netwark, espacially

during the busy period whon mare promises use the internet:

«  local canditions such as Internat traffic, your hardware and software, your in-home
0t up, how you use the Internat at home, the data scurce ar destination, and yaur
location; and woather conditions such as extreme heat and heavy rain.

Optus cannot ascertain the actual effect of these foctors on an individual
consumer's Fixed Wireless service untll after thot service Is activated. Optus
relios an NBN Ca to provide information cn congestion on Fhad Wirsless

services,

More about broadband speeds

There is o wide range of things that can impact the internet
speeds you actually oxperionce, and this can vary greatly
between different homes.

There are things you con do to get the most out of your cable
k iband setup. Head on over to our broadbond speeds

page.

FAGs -

Answers to yeur most cemmenly asked questions.

Why would | need o speed pack?

If you tend to use multiple devices connected to the internet at the same time, performing date-heavy tasks such as gaming,
dewnloading movies and streaming music or TV, then a speed pack may provide a better internet experience for you.

How long will it take for an Optus nbn speed pack to be enabled on my service?
A 2poed pack i narmally activated an your service within 26 hours of purchase.

Are speed pack: ercanl i after a month?

Mo, there is no contract for speed packs. You can cancel or reinstate a speed pock at any time, on o monthly basis.
How da | check nbn broadband speed at my address?

You can use cur broodband speed checker to test your broadband connection, You should perform the spesd test on a computer that's
connected directly to your modem via an Ethernet cable, as using WIFI may not give you on occurate result. Also, your web browser needs
to be compatible with Flash to uvse the speed test

Which modem do | nesd?

We supply you with an nba=-compatible Wif| moderm when you purchase an ab plan from us. You can either set it up yourself using the
easy self-install kit or choose professional installation by an Optus technicion ot on additianal cost of just S140.

The Optus Network

We're connecting around 1 million Aussies with mobile
and fixed broadband through The Optus Network.

OPTUS GUIDE FOLLOWUS
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DOCUMENT A.3

S70 Plan

Access fee: $70/month. Plan ID: 604512, 604519, 604520, 604505, 11000725

Information about the Service

Description of the Service

This bundle is for Fixed Telephone and Broadband services
and may be supplied using Optus Cable, nbn™ or Optus Direct
Service (LAD/ADSL 2+) networks.

This bundle includes the following monthly benefits:

+ A home phone line

¢ Unlimited broadband data allowance

Optus $70 plan availability

Optus Phone and Broadband services are not available in all
areas or to all premises. The broadband service offered will be
determined by what is available at your location.

Optus Phone and Broadband services are only available at
premises which can be physically connected to the Optus Network
(or, in the case of Optus nbn,™ where connection will be possible
within three months based on rollout information provided by the
nbn™ which is subject to change).

There may be technical or commercial reasons that affect our
ability to connect a service at your address. Until Optus successfully
installs your service we cannot guarantee that the service can be
installed at your address. To check your serviceability and find out
what kind of Optus Broadband is available at your address visit
optus.com.au/serviceabilitycheck

You must maintain both your Phone and Broadband services with
Optus and preselect Optus as both your local and long distance
carrier. If you cancel or port a service away, remaining services
will become ineligible for this plan and we will move them to the
closest alternative of our in-market stand-alone plans (which
may be more expensive). For new customers signing-up to this
plan after 12 June 2019, it will only be available as a month-to-
month plan on specific network technologies as advertised, and

if you cancel or port a service away, any remaining services in the
bundled plan will automatically be cancelled.

Minimum term

New and existing customers can get this plan on a month-to-
month or a 24-month contract. The minimum total cost is $270
when you pay by direct debit on a month-to-month plan which
includes a $200 start-up fee. The minimum total cost is $1,779

Usage types
Standard calls to Optus Mobiles

Standard calls to other Australian mobiles

Available bolt-on:

Amount (inc. GST)
28c per minute plus 52c flagfall ($2 max for first 60 mins, X
then standard rates apply)

28c per minute plus 52c flagfall ($2 max for first 60 mins, X
then standard rates apply)

when you pay by direct debit over 24 months which includes a $99
start-up fee. If you change plans to a lower value plan during your
24-month contract, an Early Recontract Fee of $80 applies and
you will start a new contract term. For new customers invited

to connect to this plan as a special offer after 12 June 2019, the
minimum total cost is $169 when you pay by direct debit on a
month-to-month plan which includes a $99 start-up fee.
Equipment needs

You need a compatible telephone handset and broadband modem
to use this service. The modem must be an Optus approved device.
If you are a new Optus Broadband customer we will provide you
with a WiFi modem as part of your plan inclusion at no extra
charge. The cost of the modem is covered over the minimum term
of your contract. For the telephone service, you will need to have
your own compatible handset.

Please let us know if you use equipment such as disability or
medical services or a back-to-base alarm. Some equipment may
require an alternative service or additional equipment. We will tell
you if we are not able to support the equipment.

Systemrequirements

To use the Optus Broadband service you need to ensure
your computer is compatible. Please see optus.com.au/
systemcompatible

Optus Fair Go Policy

The Fair Go Policy ensures that all our customers can access our
services, and do not use our services in a manner that we consider
'unreasonable’ or 'unacceptable’, including, but not limited to 'non-
ordinary’ or ‘commercial purpose use' of this plan. The policy also
sets out your responsibilities when you use the internet, including
any content which you publish online or by email. It also confirms
steps we may take to ensure and monitor compliance with this
policy, as well as setting out our responsibilities to comply with
directions from regulatory and other law enforcement bodies. You
can find the policy at optus.com.au/fairgo

Installation

Optus reserves the right to charge for non-standard installations.
You must obtain permission from the owner of the property,

if that's not you, to have Optus Broadband installed, and have
someone over 18 years of age in attendance at the appointment.

Included in your plan

Unlimited Standard Australian mobile calls
Standard calls to national fixed lines
Standard calls to local fixed lines

Available bolt-on:

Unlimited Standard local and national calls
Community calls

Calls to 13/1300 numbers

Voicemail service: including deposits and
retrievals

Charges to international numbers:
Standard international calls
Available bolt-on:

International bolt-on

Comprehensive Call Pack (A valid ABN or
ACN is required to be eligible for this pack)

Data usage:

Monthly data allowance

$5 per month. See optus.com.au/shop/broadband/home-broadband/plans

28c per minute plus 52c flagfall ($2 max for first 60 mins, X
then standard rates apply)
30c per call X

$5 per month. See optus.com.au/shop/broadband/home-broadband/plans

30c per call X
35c per call X
Unlimited - rates do not apply \/
WorldSaver rates apply, plus 52c¢ flagfall. X

See optus.com.au/worldsaver

$10 per month.

See optus.com.au/shop/home-phone/extras/international-call-rates

$15 per month (Unlimited Standard calls to local, national, Australian Mobile and
World Saver Ultimate). For more info on World Saver Ultimate optus.com.au/shop/
home-phone/extras/international-call-rates

Unlimited \/

Charges for other usage types can be found at optus.com.au/standardagreements


optus.com.au/serviceabilitycheck
optus.com.au/serviceabilitycheck
optus.com.au/serviceabilitycheck
http://optus.com.au/fairgo
http://optus.com.au/shop/broadband/home-broadband/plans
http://optus.com.au/shop/broadband/home-broadband/plans
optus.com.au/worldsaver
http://optus.com.au/shop/home-phone/extras/international-call-rates
http://optus.com.au/shop/home-phone/extras/international-call-rates
http://optus.com.au/shop/home-phone/extras/international-call-rates
http://optus.com.au/standardagreements
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Cable and Optus Direct customers may require a technician to
install the service and nbn™ customers may need two technicians
(one Optus, one nbn™) to install the service. For nbn™ services, If
you're in a new development and not already connected to the
nbn,™ nbn™ Co may charge $300 to connect your premises to the
nbn.™ If applicable, we will bill that charge to you.

By accepting the benefits of this bundled offer, the connection
date for your phone that you agree to will likely be longer than the
maximum time frame in the Customer Service Guarantee (CSG).
Apart from this, any other rights you have under the CSG still
apply. For more information, see optus.com.au/yourCSG

If you are an Optus nbn™ customer, Optus will send you an Optus
self-installation kit. Installation fees may apply if you request a

Information about pricing

1050102.001.001.0302

technician installation where a self-install option is available. If you
require assistance to connect, contact us at yesopt.us/chat2us
Optus is required by law to confirm your nbn™ service is working.
We may not be able to confirm this if you do not use the modem
that Optus supplies you. You need to tell Optus of any issues you
have with your nbn™ service before we can rectify them. Billing will
be activated once we confirm your service is nbn™ operational.
nbn™FTTC: If you are an Optus nbn™FTTC customer and fail to
plug in the equipment within 30 days from your ready for service
date, nbn™ Co will deactivate your service.

Special Promotions and Value Added services

You may be eligible for additional discounts if you have additional
Optus services. This summary doesn't include any of the discounts,
special promotions or other value added services (bolt-ons)
available with this plan that you may select.

Plan fees
Monthly Early Transferring Connecting
Minimum access recontract anexisting anew Relocation
term fee Start-up fee fee number number fee
Month-to- $70/ $200. $99—o_n|(fornew customers invited to connect to this N/A Included Included $80
month month  plan as a special offer after 12 June 2019. 4 (if applicable)
Additional fees may apply for a first time nbn™ connection
to dwellings in new developments, for additional lines or for
non-standard installations.
2months  $70/ $99. Additional fees may apply for a first time nbn™ connection $80 Included Included $80
month  to dwellings in new developments, for additional lines or for non- (if applicable)

standard installations.

Minimum monthly charge
$70 per month when you pay by direct debit.

nbn™ speed

Except for fixed wireless customers, for customers connecting

to this plan on the nbn™ the default speed included is Speed Pack 3,
Speed Pack 4 is available for $30 per month. For customers
connecting on the nbn™ Fixed Wireless the default speed included
is Speed Pack 2, Speed Pack 3 is available for $15 per month.
Information about nbn™ speeds is available at optus.com.au/
shop/broadband/home-broadband/nbn-speed-packs FTTN,
FTTB and FTTC speeds will be confirmed after activation. Typical
Evening Speeds are based on customer averages and are not

a guaranteed minimum.

Cancellation fees

If you sign a month-to-month contract, there are no cancellation fees.
If you sign up to a 24-month contract, the maximum cancellation
fee for this bundle is $451 (includes both telephony and broadband
services and any modem charges (if applicable). When you
recontract, the maximum cancellation fee for this bundle is $100.
Cancellation fees decrease during your contract period.

Mobile calls
A standard national call to any Australian mobile for 2 minutes
including flagfall would cost $1.08.

Plan changes

There is no early recontract fee for customers on month-to-month
plans — customers are free to change their plan at any time.

If you are on a 24-month contract and change your plan to a

lower value, an Early Recontract Fee of $80 will apply and a new
24-month contract will start. Contact Customer Service if you
would like further information.

Non-direct debit fee

A $2.20 fee will be charged each month if you choose not
to pay your bill by direct debit. To set-up direct debit

go to optus.com.au/myaccount

Exception: For payments made by credit, debit, charge
or prepaid cards, the non-direct debit fee will not apply.

Paper invoice fee

A $2.20 paper invoice fee will be charged each month if you
choose to receive a paper bill. For online billing or to request
an email bill go to optus.com.au/myaccount

Payment processing fee

If you pay by BPay savings or direct debit from a bank account or
credit card, there are no processing fees. A processing fee applies
to non-direct debit payments made by credit or charge

card and/or if you pay at Australia Post. For details

go to optus.com.au/payments

OPTUS

Relocation fee
Relocation fees may apply depending on circumstances e.g. Truck roll.

Other information
Changing the access method
We may change the access method for your service for the
remainder of your minimum term and move you to:
« anew plan that is reasonably comparable with your current plan; or
« an alternative plan, but only if we take reasonable steps

to address any detrimental impact that the change may

have on you that is not minor.
If we change your access method, you must provide all reasonable
assistance to enable the change to be implemented, including
access to your premises and equipment. Unless otherwise agreed
with you, we will not charge you for installing or equipment
we supply to you to use with the changed access method.
Alternatively, we may ask you to change your access method
during your minimum term even if the change may have a
detrimental impact on you that is more than minor. If you refuse
our request, we may cancel the service by giving you at least 90
days' notice. If the service is cancelled, you will be liable for charges
incurred up to cancellation including any balance for devices
purchased on Pay Over Time (POT), but you will not be liable for
any cancellation fee or other outstanding equipment charges.
We will contact you to discuss the details of any changes we plan
to make to your access method prior to making the change.

Customer Service

You can call 133 937 for assistance on your account balance,

usage status, payment details and other information at any time.
For other assistance and account information,

see optus.com.au/customerhelp

Tracking your spend

You may be able to track your phone unbilled usage by visiting
optus.com.au/myaccount If you are unable to do this you can
contact our Customer Service team for information on your
usage status.

Customer complaints

You can contact our complaint resolution area by calling us on

133 937. We encourage you to contact us first so that we can try to
resolve your complaint straight away. If you're not happy with the
outcome, you may also contact the Telecommunications Industry
Ombudsman on 1800 062 058.

Priority Assistance

We do not offer Priority Assistance. Telstra is a provider who does.
Information in this brochure is correct at 02/17.

Check optus.com.au/shop/broadband/home-broadband/plans
for the latest plan and pricing info.

This is a summary only - the full Terms and Conditions for this plan can be found at optus.com.au/standardagreements
604512, 604519, 604520, 604505, 11000725_$70 Plan_0619

YES1860
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Annexure B

MAS Notification Representations and MAS Remedy Representations — Statements

During the Relevant Period, Optus published the statements in the following table on its website and in
its telesales marketing material.

No.

Statement

Date published

Document

A speed estimate will be obtained before Optus
activates your line and if the estimate is below
the maximum speed of the plan or pack you
have purchased Optus will contact you to
confirm that you’re happy to proceed. NBN
Speeds are also checked and confirmed once
your service is connected and NBN Co provide
Optus with the speed data, and options will be
provided if the actual speed you achieve is lower
than what’s included in your plan or speed
pack.”

From at least 12
April 2019.

Webpage entitled ‘Terms
and Conditions’

(example at Document B.1)

Optus is unable to check whether the speeds of
your FTTN/FTTB service will be reached. Optus
receives this information from the NBN Co after
your premises are connected to the NBN. If the
plan or speed pack you have chosen cannot be
supported by the line, we will contact you and
offer some remedies which are: * remaining on
your current plan with no refund; * moving to a
lower speed plan and getting a refund of the
price difference between your initial plan and
lower speed plan...and ¢ exiting your plan
without cost and getting refund of the price
difference between the plan you have paid for
and the plan which would have given you the
maximum speed available to you.”

From at least 3
July 2019.

Document entitled
"Telesales Checkout”

(example at Document B.2)

You will have your speed confirmed by nbn™
when your service is activated. If the plan or
speed pack you have chosen can’t be supported
by the line, your remedies are: * Remaining on
your current plan with no refund; * Moving to a
lower speed plan and getting a refund of the
price difference between your initial plan and
lower speed plan...; and « Exiting your plan
without cost and getting a refund of the price
difference between the plan you have paid for
and the plan which would have given you the
maximum speed available to you.”

From at least 1
January 2019.

Webpage entitled “Key
Facts Sheet”

(example at Document B.3)

Fibre to the Node, Fibre to the Curb, or Fibre
to the Basement customers will have their
speed confirmed once the service is activated
and if the plan or speed pack chosen can’t be
supported by the line, alternative options will be
provided”

From at least 1
January 2019.

Webpage entitled "NBN
Speed Packs"

(example at Document B.4)
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OPTUS NBN POWER FAILURE TERMS

NBN BATTERY BACKUP

NBN services require a battery back-up for a NBN Connection Box to work in the event of a power outage. This back-up power supply enables operation of the NBN Connection Box for
approximately 5 hours without mains power. Even with a NBN battery back-up you will need a separate battery backup supply to power any connected equipment such as the Optus WiFi
modem over which your voice service is delivered, or a cordless phone in a power outage.

1. Please be aware that Optus does not include a battery backup power supply for the NBN Connection box er Optus modem. This means you won't be able to make or receive calls during a
power failure, including not being able to call emergency service numbers. You should ensure you have alternative means to make calls (such as a charged up mobile phone).

2. Medical and back to base alarms will also not work during a power outage.

3. You can purchase your own back-up power supply for the NBN Connection Box, Optus WiFi modem and other devices to enable them to work during power outages.

PRIORITY ASSISTANCE

4 If you have a diagnosed life-threatening medical condition, your current provider may offer you "Priority Assistance’. Optus does not provide Priority Assistance. Telstra is a provider who does

NBN SPEED

Speeds on some NBN connections may be impacted by the length and guality of the copper line which connects the service to your premises. A speed estimate will be obtained

before Optus activates your line and if the estimate is below the maximum speed of the plan or pack you have purchased Optus will contact you to confirm that you're happy to

proceed. NBN speeds are also checked and confirmed ence your service is connected and NBN Co provides Optus with the speed data, and options will be provided Iif the actual
speed you achieve is lower than what’s included in your plan or speed pack.

INSTALLATION TERMS

| agree that:

| own the premises or have permission from the owner to have equipment installed.

| authorise Optus or NBN to access the premises to install/transfer my service if required.

| authorise Optus to transfer any cables in order to provide me with a telephone service.

| understand that if | have received delivery of my self-installation kit and do not self-install my Optus equipment within five working days of my Optus NEN connection date, my Optus NBN
connection will be autematically activated and billing will commence, which may result in the disconnection of my existing services.

My computer (incl. devices) meets the Optus Broadband minimum system requirements.

Please tick here to confirm you have read, understood and agree to these terms and conditions

CANCEL CONTINUE
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DOCUMENT B.2
CLOSE X

NBN Terms and Conditions

Please read and accept the terms and conditions below.

Credit Check Scripts (Must read Verbatim)

We need to do a credit check before setting you up with a monthly billing account. For info on how we handle your credit information, including the credit
reporting bodies we work with and are likely to disclose it to. Check out our privacy policy at optus.com.au/privacy

Critical Information Summary (CIS) and NBN Fact Sheet- Must read verhatim

There are documents called a Critical Information Summary which summarises your plan and an NBN Fact Sheet which outlines information about NBN. If you
want | can send you a copy of each before | start your order. Or we can continue now and I'll send you a copy after our conversation is completed and order
placed.

YES: This will need to be downloaded from Digital Navigator and emailed to the customer at that time

NO: Tell customer they will receive a copy of the CIS in their confirmation email

Customer Service Guarantee (Must be read when a Phone line is sold not required for naked sales)

Bundles
By accepting the benefits of this bundled offer, you agree to a connection date that is longer than the maximum timeframe in the Customer Service Guarantee
(CSG). The installation date will be confirmed in a few days via SMS. Apart from this, everything else in the CSG still applies. Do you agree with this?

$22 Voice

This phone plan attracts a SXX connection fee. This fee will be waived if the connection date you agree to is longer than the maximum timeframe in the
Customer Service Guarantee (CSG). The installation date will be confirmed in a few days via SMS. Apart from this, everything else in the CSG still applies. Do you
agree to a connection date that is longer than the CSG?

BILLING

When a New account has been created

Your service is billed in advance, so you will receive your first bill shortly. Billing for your new service will begin from the date that we activate your services.

We charge a 52.20/mth Paper Invoice fee and a $2.20 non-Direct Debit fee per maonth.

To avoid these charges, sign up for Direct Debit and Online Blling on My Account. For full details on all the fees that may apply, go to optus.com.au/payments.
When a service is added to an existing account

I'will add the new service to your existing account. The charges for this will be seen on your next bill. Billing for your new service will begin from the date that we
activate your service

BATTERY BACKUP/POWER/MEDICAL ALARM TERMS

NBN Fibre to the Premise (FTTP) Locations

NBMN FTTP services reguire a battery back-up for a NBN Connection Box to work in the event of a power outage. This back-up power supply enables operation of
the NBN Connection Box for approximately 5 hours without mains power. Even with a NBN battery back-up you will need a separate battery backup supply to
power any connected equipment such as the Optus WiFi modem over which your voice service is delivered, or a cordless phone in a power outage.

1. Please be aware that Optus does not include a battery backup power supply for the NBM Connection box or Optus modem. This means you won't be able to
make or receive calls during a power failure, including not being able to call emergency service numbers. You should ensure you have alternative means to make
calls (such as a charged up mobile phone).

2. Ask the customer whether they use a medical alarm service or a security alarm service. If yes "Before taking up an nbnaJc plan you should contact your
device provider to find out if your alarm or other devices will work when connected to the nbnad¢ network, and if not, what alternative solutions are available.
Optus recommends you register your medical alarm service on the NBN Medical Alarm Register found at https://www.nbnco.com.au. Medical and back to base
alarms will alse not work during a power outage. Back to Base Medical alarms are not supported on Optus NBN.

3. You can purchase your own back-up power supply for the NBN Connection Box, Optus WiFi modem and other devices to enable them to work during power
outages. Priority Assistance

4. If you have a diagnosed life-threatening medical condition, your current provider may offer you 'Priority Assistance’ Optus does not provide Priority Assistance.
Telstra is a provider who does.

All other NBN Access types Nbn FTTN/B/HFC and FW services do not have battery back-up and will not work during a power outage. This means you will not be
able to make or receive calls during a power failure. This would include calls to emergency services, medical and back to base alarms, or if life threatening
conditions or disability services require phone access during this situation. You should consider an alternative means to make calls (such as charged mobile
phone). Back to Base Medical alarms are not supported on Optus NBN.
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INSTALLATION

We will contact you shaortly to advise what happens next, confirm your install date and any technician visits required. You can track your order via the My Optus
App or via optus.com.au/trackmyorder.

If the customer is not the owner of the premises

You will need to obtain landlord/home owner approval to install Optus NBN at the premises. Please confirm you will do so prior to installation. (The customer
must verbally confirm they will do so before you proceed with the order).

NBN Fixed Wireless ONLY

On or before the day of installation a NBN Co Technician will first carry out a signal test. If the test fails, the installation will not go ahead. NBN Co will advise of
options should this occur

HFC Migrations to NBN

If you have an Optus TV featuring Foxtel service, please note this is not supported on Optus NBN. If you wish to keep your Foxtel subscription you'll need to call
Foxtel directly on 1300 288 822 to discuss your options.

All Cable accounts in your name at your address including the account number listed above will be permanently disconnected once you NBN service is activated,
or you reach the disconnection date.

CONNECTION FEE
This plan has a SXXX set up fee which will appear on your first bill and will need to be paid
FAIR GO POLICY

The Optus Fair Go Policy applies to all inclusions & offers. Please see the Critical Information Summary document we send to you for further details.

FETCH TV (MUST BE QUOTED WHEN SOLD)

Fetch with Fixed
A working TV antenna is required to watch free to air channels. Internet connectivity is required (can the customer use wifi nearby the TV? If not recommend a
PLA).

What happens next:
* STB delivered within 5 - 10 days of the order (HFC, ULL and NBN) or within 5 - 10 days of activation of RDSL service
* An Activation code sent by SMS that you will need to use the service when the STB is on its way to you.
* Included channels will be available within 2 days of broadband activation.

Optus owns the STB and a fee will be charged (5150 Mini, 5200 Mighty) if it is not returned if Fetch service is cancelled.

Fetch is for residential use only.

Any purchased content such as Movie and TV store content will be charged to the Optus bill that is associated with the Fetch subscription.
If you cancel your subscription to the Fetch you will lose access to any purchased TV ar Movie content.

Fetch cannot tether data from a mobile device which means you cannot use your mobile data to watch content from the Fetch.

Data charges may apply from your third-party internet provider if you connect your Fetch to a non-Optus internet service.

PRIORITY ASSISTANCE (TO BE QUOTED WHENEVER A PHONE SERVICE IS ORDERED)

If you have a diagnosed life-threatening medical condition, your current provider may offer you 'Priority Assistance’. Optus does not provide Priority Assistance.
Telstra is a provider who does.

NEW DEVELOPMENT FEE (MUST READ IF APPLICABLE TO THE CUSTOMER)
NBN indicates this address is subject to a 5300 NBN Mew Development fee which will appear on your first bill.

MODEM AUTO-ACTIVATION AND BILLING

If you have received delivery of your Optus self-installation kit and you do not self-install your Optus equipment after your Optus NBN connection date, we will
not be able to ensure your service is operational. Optus is required by law to confirm your NBN service is working. We may not be able to confirm this if you do
not use the modem that Optus supplies you so please ensure it is plugged in. You need to tell Optus of any issues you have with your NBN service before we can
rectify them. Please confirm that you understand this information.

PORTING

If customer is porting their number to Optus

Your Optus account must be in the same name as the losing carrier account name.

We will let you know with an SMS once the number has switched to Optus. You may notice an interruption, but it will be no more than 30 minutes on average.

IF Bundle:- YouaO Ore applying today to have Optus carry your Local Calls, International and Mational Long Distance Calls, Calls to Mobiles and Operator Assisted
services and provide your Broadband service on the National Broadband Network. IF Telephony ONLY: - YouaOOdre applying today to have Optus carry your Local
Calls, International and National Long Distance Calls, Calls to Mobiles and Operator Assisted services on the National Broadband Network.

IF Broadband ONLY: YouaOOre applying today to have Optus provide your Broadband service on the National Broadband Network.

« -The telephone number(s) you have listed in this form are currently issued to you and you acknowledge you are authorised to request the porting of the
number(s)

* -You authorise the telephone number(s) listed in this form to be Ported to Optus.

* -Your phone line must remain active while your number is porting to Optus.

* -While you have the right to transfer your service from one provider to another, your current service provider may charge you a cancellation fee or other
charges as you switch to Optus.

* -|f you have any special features existing on your phone line, such as Fax Stream Duet or Line hunt you will need to have these removed before you port
your phone number to Optus. IT you have existing internet services, theseadOll be disconnected, but you should contact your provider to make sure your
account has been closed after your service is up and running with Optus.

* -Ifyou need any customer support or help with faults at any time before your phone service is transferred to Optus youll need to contact your current phone
company.



s -|ta00s important to know this device wonaOOt work in the event of a mains power failure, so if you require an uninterrupted telephone line, youaOOll
need to install an Uninterrupted Power Supply (UPS) for your device.

s -|n order for Optus to connect you to this service we may need access to your premises, an NBN. Co technician may also require access. Minor drilling may
be required for complete installation of the service.

IF [Is this FTTN/B/C?]=YES, | confirm that the Optus representative | spoke to has informed me of the estimated NBN speeds that the broadband service at my
address will achieve; and that these speeds may be lower than the maximum speed advertised for my plan or speed pack. | understand that the NBN speed at
my address will be checked and confirmed once my service is connected and once NBN Co provides Optus with the speed data. Options will be provided if the
speed achieved is lower than the maximum speed advertised as included in my plan or speed pack. A0¢ Yes | have been advised of NBN Speeds or No, |
havenal Ot been advised of NBN speeds radio button selection

ALL = If you agree to everything covered above, please say yes

TELEPHONE NUMBER

Please check and advise customer whether they will be able to retain their existing telephone number if they transfer their voice service to NBN. If yes: You will
be able to retain your existing telephone number. If no: You will not be able to retain your existing tleephone number and we will assign you a new number

MIGRATION IF CUSTOMER HAS FOXTEL

Please note that Foxtel services will not be supported on Optus nbn. If you wish to keep your current Foxtel subscription when you move to Optus nbn, please
call Foxtel directly on 1300 288 822

NBN KEY FACTS SHEET AND SPEED MUST MENTIONS

| will now read out the information in the Key Facts Sheet. We are legally obliged to provide you with this information. Information relating speed and
performance of your plan.

The actual speed you will experience depends on many factors including your access technology. demand on the netwark, local conditions (such as internet
traffic and weather), your line condition, your hardware and software, the data source or destination and your location which can interfere with reception and
speed. Elevating your WiFi Modem off the ground in an open and central location away from any walls/other obstructions will reduce the impact of these factors.
NBN Fixed Wireless

Speed Pack 2

a00Your PlanaO0 includes Speed Pack 2 which has a Maximum off-peak speed of 23 Mbps, upgrade to Speed Pack 3 is available for $15 per month.

Speed Pack 3

ad0Your PlanaO0 includes Speed Pack 3 which has a Maximum off-peak speed of 23 Mbps- 47TMbps.

nbn Fixed Wireless Connections

Internet speeds indicated are maximum theoretical speeds. You will not experience these speeds at all times - you will typically experience slower speeds due ta
a number of factors including: demand on the network; local conditions such as internet traffic; obstruction of the antennaaOdOs line of sight to the tower; the
distance between your premises and the transmission tower; your hardware and software; in-home set up; the data source or destination, and your location, that
prevents or interferes with reception/speed; and weather conditions such as extreme heat and heavy rain. Typical evening speeds (7pm aJ0 11pm) will be lower
than off-peak speeds.

All other NEN technologies

adOYour Planad O includes Speed Pack 3 (Standard Plus Evening Speed) which has a typical peak download speed between 7pm and 11pm of 40Mbps Typical
Evening Speed.

Upgrade to Speed Pack 4 is available for $30 per month. Speed Pack 4 (Premium Evening Speed) Bolt On has a typical peak download speed between 7pm and
11pm of 80 Mbps Typical Evening Speed.

FTTN/B Connections
Not all customers are eligible for speed pack upgrades. Optus is unable to check whether the speeds of your FTTN/FTTB service will be reached. Optus receives
this information from the NBN Co after your premises are connected to the NBN. If the plan or speed pack you have chosen cannot be supportedby the line, we
will contact you and offer some remedies which are:
* remaining on your current plan with no refund;
* moving to a lower speed plan and getting a refund of the price difference between your initial plan and lower speed plan. If you are on a 12/1 plan (the
lowest speed plan), you do not have this option; and
* exiting your plan without cost and getting a refund of the price difference between the plan you have paid for and the plan which would have given you the
maximum speed available to you. If you are on a 12/1 plan, you may exit your plan without cost, but you will not get a refund.add

| can confirm this plan is suitable for email/browsing; online gaming (except if speed pack 1) and SD/HD video streaming. Would you like to have a copy of the
NBN Fact Sheet sent to you by email or you can view it at www.optus.com/NBNFACTS.

OFFER FACT SHEET (MUST BE QUOTED ON ALL SALES)

Would you like to have a copy of the NBN Fact Sheet sent to you by email or you can view it at www.optus.com/NBNFACTS.
If order is placed in S0OS5 - The NBN Facts Sheet will be sent with order confirmation details
If order is placed in the Non Standard Web Form - You are required to send the NBN Facts sheet through the Email Collateral form

WHERE A CREDIT/DISCOUNT WAS OFFERED

Your credit/discount will be applied by your second or third bill.



MOBILE BUNDLE DISCOUNT

20% Discount (Broadband/NEN & Mobile Service):

Sign up or recontract to any Broadband or NBN plan (Primary Service) and also sign up to selected 24 month or 12 month mobile plans {excl 530 plan and
Promo Plus/Flex plans) on the same day in the same channel to receive an access fee discount on the mobile plan. To receive the discount off the mobile plan, it
must be added to the same billing account or be in the same name and have the same billing address as the Primary Service. The 20% access fee discount will
apply for the minimum term of the mobile plan and will be removed earlier if you recontract, change, or cancel any service or if any service is no longer on the
same billing account (if applicable) or in the same name and billing address. After the minimum term, we have the right to remove the discount without notice.
Discount is not available with other mobile discount offers. Maximum of 5 multi service discounts per account

10% MOBILE ACCESS FEE DISCOUNT (FIXED & MOBILE SERVICE) :

5ign up or recontract to any Broadband or NBN plan (Primary Service) and also sign up to selected 24 month or 12 month mobile plans (excl S30 plan and
Promo Plus/Flex plan) within 30 days of activation of the Primary Service to receive an access fee discount on the mobile plan. To receive the discount both
services must either be on the same billing account or be in the same name and have the same billing address . The 10% access fee discount will apply for the
minimum term of the mobile plan and will be removed earlier if you recontract, change, or cancel any service or if any services are no longer on the same billing
account (if applicable) or in the same name and billing address. After the minimum term, we have the right to remove the discount without notice. Discount is

not available with other mobile discounts offers. Maximum of 5 discounts per Primary Service.

Inclusions (All plan inclusion must be read)

Plan Mames Optus 570 Bundle Plan Optus 590 Bundle Plan Optus 585 Broadband Plan
Access Fee per month 570 590 585
Contract Term 24 & M2M 24 & M2M M2M

24 mth: 599 24 mth: 599 n/a
Start-up Fee

M2M: 5200 M2M: 5200 M2M: 5200
Min. Cost 24M: 51779, M2M: 5270 24M: 52259, M2M: 5290 5285
Data Unlimited Unlimited Unlimited
Local and National 30c Included nfa
Community Calls {per call) 30c Included nfa
13/1300 (per call) 35¢c 35¢c nfa
Australian Mobhiles 52c ff + 28¢/min ($2 Cap 60mins) Included n/a
International World Saver rates with 52c Flagfall World Saver rates with 52c Flagfall n/a
International Bolt-on per month (World Saver Ultimate) 510 510 n/a

Fetch per month

® S5 (first Fetch mini)
« 510 for Extra Mini

s Mighty Included
* 510 Extra Mini
s 515 Extra Mighty

= 55 (first Fetch mini)
e 510 for Extra Mini
» 515 Extra Mighty

Entertainment per month

* Notincluded

e 1% Premium Channel Pack
Included
e Optus Sport Included

e Optus Sport Included

MNBN Speed

Speed Pack 3

(tiered to nbn™ 50/20)
Exception: nbhn FW tiered to nbn
speed pack 2(nbn™ 25/5)

Speed Pack 3

(tiered to nbn™ 50/20)
Exception: nbn FW tiered to nbn
speed pack 2(nbn™ 25/5)

Speed Pack 3

(tiered to nbn™ 50/20)
Exception: nbn FW tiered to nbn
speed pack 2({nbn™ 25/5)

NBN Speed Upgrade - to speed pack 4 (nbn100) per

zn zn zn
month. (excludes NBN fixed Wireless) 530 530 530
MNBN Fixed Wireless Speed Uparade - to speed pack 3
(nbn50) per month. 15 15 515
ADSL Speed nfa nfa n/a

- Up to 50 Mbps Up to 50 Mbps Up to 50 Mbps
HFC Speed (Speed boost) (Speed boost) (Speed boost)
MBN Professional Install 5140 $140 5140
Cancellation Fees (24 month contracts only, SO for month | [Elephone - 5200 Telephone - 5200 n/a
to month) Broadband - 5251 Broadband - 5251 n/a
Modem AC Modem AC Modem AC Modem
For more plan and important information click on the following link

[170 PLAN

Please tick here to confirm you have read, understood and agree to these terms and conditions

CONTINUE

o~ W N LT
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Key Facts Sheet: nbn" Services

The information detailed within the Key Facts Sheet is applicable to all consumer nbn™ plans.

Speed Speed Pack1 SpeedPack2 SpeedPack3 SpeedPack4

Fixed Line nbn™ Typical Evening Speeds

Networks 7pm-11pm
EEEE" T_ﬁ:g' Feec, Maximum Off-peak Speed

Fixed Wireless Maximum Off-peak Speed

Typical Evening Speed

The typical expected experience between 7pm-T1pm
which is the busy time for Internet traffic. It is not

a guaranteed minimum speed. The actual speed
experienced depends on a number of factors — see
Technical Limitations below. Excludes Fixed Wireless
customers and FTTN/B lines with limited maximum
line speeds.

Fibre to the Node or Fibre to the Basement

You will have your speed confirmed by nbn™ when your
service is activated. If the plan or speed pack you have
chosen can't be supported by the line, your remedies are:

9 Mbps 20 Mbps 40 Mbps 80 Mbps
11 Mbps 23 Mbps 48 Mbps 93 Mbps
11 Mbps 23 Mbps 23-48 Mbps -

e Remaining on your current plan with no refund;

» Moving to a lower speed plan and getting a refund
of the price difference between your initial plan and
lower speed plan. If you are on a 12/1 plan (the lowest
speed plan), you do not have this option; and

» Exiting your plan without cost and getting a refund
of the price difference between the plan you have
paid for and the plan which would have given you the
maximum speed available to you. If you are on a 12/1
plan, you may exit your plan without cost, but you will
not get a refund.

1-2 people 2-3 people 3-4 people 5+ people

A A A~& A AR A A AAARAA
Recommended Pack Speed Pack 1 Speed Pack 2 Speed Pack 3 Speed Pack 4
Email/Browsing vV Vv v4 V4
Online Gaming N4 N4 N4
SD/HD Video Streaming v vV v 4

Technical Limitations/Factors Affecting Speed
and Performance Include:

nbn™ Infrastructure:

The length and quality of the copper used.

Age and Quality of Hardware/Software:

This may include your modem, WiFi routers and whether
you connect to the internet via Ethernet or WiFi.

WiFi Signal Interference:

WiFi signals may be interrupted if positioned too
close to other devices like a security camera or
cordless telephones.

Number of Connected Devices:
The number of devices being used at the same time.

Network Congestion:
There are times when more people are using the
network at the same time.

Where's the Content Coming From?
Content that comes from overseas and content from
servers that aren't large enough to cope with demand.

OPTUS

Elevating your WiFi Modem off the ground in an
open and central location away from any walls/
other obstructions will reduce the impact of the
factors mentioned.

Fixed Wireless nbn™:

Typical Evening Speeds will be lower than off-peak
speeds and will vary depending on the factors listed
previously, as well as weather conditions such as
extreme heat and heavy rain, obstruction of the
antenna'’s line of sight to the tower and the distance
between your premises and the transmission tower.

Power Failure

During a power failure, nbn™ will not work unless

itis an FTTP connection with an nbn™ battery backup
power supply unit installed and working. nbn™ battery
backup isn't available through Optus. Other providers
may offer this service on selected nbn™ access types.

Medical/Security Alarms

You should contact your device provider to find out
if your alarm or other devices will work before
connecting to the nbn™ network and if not, what
alternative solutions are available.

YES1309 (0818)
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Key Facts Sheet: nbn™ Services SMB

The information detailed within the Key Facts Sheet is applicable to all Small Business nbn™ consumer plans.

Speed Speed Pack1 SpeedPack2 SpeedPack3 SpeedPack4
Fixed Line nbn™ Typical Speeds Standard Work

Networks Hours (9am-5pm, Mon-Fri, 11 Mbps 23 Mbps 46 Mbps 81 Mbps
FttP. FttN. FttC excluding public holidays)

FttB, HFC Maximum Off-peak Speed 11 Mbps 23 Mbps 48 Mbps 93 Mbps
Fixed Wireless Maximum Off-peak Speed 11 Mbps 23 Mbps 23-48 Mbps -

Typical Speeds Standard Work Hours

The typical expected experience between 2am-5pm,
Mon-Fri (excluding public holidays), which is the

busy time for Internet traffic. It is not a guaranteed
minimum speed. The actual speed experienced
depends on a number of factors — see Technical
Limitations below. Excludes Fixed Wireless customers
and FTTN/B lines with limited maximum line speeds.

Fibre to the Node or Fibre to the Basement

You will have your speed confirmed by nbn™ when your
service is activated. If the plan or speed pack you have
chosen can't be supported by the line, your remedies are:

e Remaining on your current plan with no refund;

» Moving to a lower speed plan and getting a refund
of the price difference between your initial plan and
lower speed plan. If you are on a 12/1 plan (the lowest
speed plan), you do not have this option; or

o Exiting your plan without cost and getting a refund
of the price difference between the plan you have
paid for and the plan which would have given you the
maximum speed available to you. If you are on a 12/1
plan, you may exit your plan without cost, but you will
not get a refund.

1-2 people 2-3 people 3-4 people 5+ people

A A A& A A_RAA AAARAA
Recommended Pack Speed Pack 1 Speed Pack 2 Speed Pack 3 Speed Pack 4
Email/Browsing Vv 4 V4 V4
Cloud Storage Services 4 V4
Collaboration Tools \/ NV

e.g. Microsoft Team, Webx & Asana

Technical Limitations/Factors Affecting Speed
and Performance Include:

nbn™ Infrastructure:

The length and quality of the copper used.

Age and Quality of Hardware/Software:
This may include your modem, WiFi routers and whether
you connect to the internet via Ethernet or WiFi.

WiFi Signal Interference:

WiFi signals may be interrupted if positioned too
close to other devices like a security camera or
cordless telephones.

Number of Connected Devices:
The number of devices being used at the same time.

Network Congestion:

There are times when more people are using the
network at the same time.

Where's the Content Coming From?

Content that comes from overseas and content from
servers that aren't large enough to cope with demand.

OPTUS

‘ YES1402 OLSM205546 NBN Fact Sheet A4 H297x210mm v3.indd 1

Elevating your WiFi Modem off the ground in an
open and central location away from any walls or
other obstructions will reduce the impact of the
factors mentioned.

Fixed Wireless nbn™:

Typical Speeds Standard Work Hours will be lower than
off-peak speeds and will vary depending on the factors
listed previously, as well as weather conditions such

as extreme heat and heavy rain, obstruction of the
antenna'’s line of sight to the tower and the distance
between your premises and the transmission tower.

Power Failure

During a power failure, nbn™ will not work unless

itis an FTTP connection with an nbn™ battery backup
power supply unit installed and working. nbn™ battery
backup isn't available through Optus. Other providers
may offer this service on selected nbn™ access types.

Medical/Security Alarms

You should contact your device provider to find out
if your alarm or other devices will work before
connecting to the nbn™ network and if not, what
alternative solutions are available.

YES1402 (09/18)
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OPTUS
Perks & Extras

FOR YOU
Shap ~
NBN / NBN Speed Packs

Mobile Broodband & NEN  Prepald  Entertainment

nbn™ Speed Packs

Compare nbn Fixed Line Speed Packs.

With Optus nbn speed packs you can pick what's right for
your usoge and budgot.

Q sEARCH T CART B LOGIN

Deals & Bundles

How fast do you want to go?

We all uss tachnology differantly. Some people are loaking for high spead
internet sa they can play games, stream videos and watch TV; athers just want
basic wab brawsing to chock amail and visit wabsites, With Optus NBN fixed
line Speed Pock you can pick what's right for your usage and budget.

SPEED PACK 1
7 MBPS" SPEED PACK 2 SPEED PACK 3
TYPICAL BUSY 20 40 MBPSA
PERI! TYRICAL BUSY PERIOD TYPICAL BUSY PERIOD
DOWNLOAD SPEED DOWNLOAD SPEED
SPEED
Rasic Evening Standard Evening Standard Plus Evening
Speed(NBNIZ) Speed{NBNZS) Speed{(NBN50)
Averags Peck
Download Avecage Peak Downlood Speed  Averoge Peck Downlood Speed
for 7ta 11 pm faat for 7 1o 11 pr (as ot Dec 2018) For 7 1011 pm (os ot Dec 2018}
Dec 3018} 11 £ bper £ Mbpee
M
1-2people 2-3 people 3- & peaple

I you only use your

Internet for the Great for when you've gat

multiple devices - computers,
toblets, phones - all trying to vse

your Internet at cnce. If you like

to stream videos and music, o

Great for casual internet use on
a computer of phane, This Spead

sona le
dovice, like browsing
Pack is suited to general web

websites or

¢hecking emails an browsing, plus playing your
a computer, this favourite Thbsic streaming l'“::;:s’“:r“nrr'ﬂ:m”m"mf'
poed Pack may be  same videos online. This S B e iia crad ol
uII )':‘;Jsuukdl Pu:lk Is not recommaend: o farmily nesd, IF you ore o
Speed Pack is not storage setvices or -
recommended for  calaboration toal e tg‘:;‘;'{‘m’;‘;";‘e gttt

anline gaming,

claud starage laboration (uuls. this

SHed Pack could be the right

e o :
collaboration tools. one for you

See plars

Typical Busy Perlod Download Speed Is the typlcal expected experlence between
Tpm and Tipm which is the busy time for consumer Internet traffic, and
betweon Yam and =5pm, Mon=Fri {excluding public holldays), which is the busy
time for SMB Internat traffic. It is not a guarantsed minimum speed. Factors
affecting speed ond performance: The actual speed you will experionce depends
on @ number of foctors including your access type, demand on the network,
lecal conditions such as internet traffic, your line condition, your hardware and
software, the data saurce or destination and your location which can interfere
with reception and speed. Excludes Fixed Wireless custamers and FTTN/B lines
with limited maximum line spasds.

A Typical Busy Period Download Speed for Spead Pack 1, Spaed Pack 2, Speed
Pack 3 and Speed Pack & will be refréshaed on a quarterly basis in accordance
with ACCC gui . The publish

The published figure is not representative of future parformance and should nat
b derod a d

4 figure may i ar di over time,

nbn Fixed Wireless speeds: These spesds packs do nat apply to nbn Fied
Wireless services.

Fibre to the Node, Fibre to the Curb, or Fibre to the Basement customers will
have their speed confirmed once the service is activated and if the plan or speed
pack chosen can't be supported by the line, afternotive optlons will be provided,

*Average Peak Download Speed Is colculated over o two-week perlod ending on
the date of publication and is the average speed experienced by a
representative group of customers between 7pm and T1pm (the busy time for
consumer Internet troffic). It is not a guaranteed minimum speed. Past
performance i= not an indicotion of expected future speed. The actual speed
you will axperience depends on a number of factors including your access type,
demand on the network, local conditions such as internet traffic, your ling
condition, your hardware and software, the data source or destination and your

location which can interfere with reception and speed.

Excludes Flxed Wireless customers and FTTN/E lines with limited maximum line
speeds,

SPEED PACK &
80 MBPS*
TYPICAL BUSY PERIOD DOWNLOAD SPEED

Pramium Evening Speed(NBMN10U)

Average Peak Download Speed for 7te 11 pm
(% at Dec 2018) 51.6 Mbps*

5+ paople

Perfect If you want to get the most out of
your intefnet connection, Whether you've got
multiple devices connecting te your network,

you need to download big files, you want 1o
stream your fovourlte TV shows and movies,
of you want to stay competitive with your
online ganing, -k might B jutt

‘what you need, I you are o SMH customer

and your staff Bke to use cloud storage
services and collaberation toels, this Spe
Pach could e she (iaht ome For you, Espocioly
If you're dﬁnq It all at onee.

Compare NBN Fixed Wireless Speed Packs

Speed Pack 1 Speed Pack 2

Maximum off-peak speed of 11 Mbps Maxlimum off-peck speed of 73 Mbps

1-2 people 2.3 people
IF you onl '( wse your internet for the basics
on a single device, like browsing websites
or Lller_klruieubuﬂ: on a computer, this
ot may b all you need, This
‘:peed Pock is not recommaendad for

Great for casual internet use on a computer

or phone, This Spesd Pack is sulted to
ereral web browsing, plus playing your
avourite music and streaming some videaos

online. This Speed Pock is nat recommended

Speed Pock 3

Maximum off-poak speed of 23 Mbps to 48
Mbps

23 people

Great for casual internet use on o cumpul.er
or phone, This Speed Pack is sulted 1

eneral web brow:mg, plus playing o
Favourite music ai TOAMING somd vidoos
onllney This Speed Fa:k Is not recammended

anline gaming, choud starage services of

far oniine gaming, cloud g 5 ar
cellaboration tesls.

callaboration teols.

for gt Services of
coltabaration (eels.
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NEHN Fixed Wireless Speed: Internet speeds indicated in the table are maximum
theoretical speeds and are not an estimate of the speeds you will actually

experionce.

You will not experience these speeds at all times. Fied Wireless speeds will be
slower during the busy perlod, which Is 7pm to Tpm for individual consumers.
and am to Spm, Monday to Friday (excluding public holidays) for SMB
CONEUMErs.

Factors such as congestion may significanthy affect the Fixed Wireless services.
You will typically experience slower speeds due to a number of factors including:

«  signal strength or abstruction of the antanna’s line of sight ta the nba Fixed Wireless
Tower;
«  the copacity of and demand an the nbn Fhed Wireless tower and netwark, espacially

during the busy period whon mare promises use the internet:

«  local canditions such as Internat traffic, your hardware and software, your in-home
0t up, how you use the Internat at home, the data scurce ar destination, and yaur
location; and woather conditions such as extreme heat and heavy rain.

Optus cannot ascertain the actual effect of these foctors on an individual
consumer's Fixed Wireless service untll after thot service Is activated. Optus
relios an NBN Ca to provide information cn congestion on Fhad Wirsless

services,

More about broadband speeds

There is o wide range of things that can impact the internet
speeds you actually oxperionce, and this can vary greatly
between different homes.

There are things you con do to get the most out of your cable
k iband setup. Head on over to our broadbond speeds

page.

FAGs -

Answers to yeur most cemmenly asked questions.

Why would | need o speed pack?

If you tend to use multiple devices connected to the internet at the same time, performing date-heavy tasks such as gaming,
dewnloading movies and streaming music or TV, then a speed pack may provide a better internet experience for you.

How long will it take for an Optus nbn speed pack to be enabled on my service?
A 2poed pack i narmally activated an your service within 26 hours of purchase.

Are speed pack: ercanl i after a month?

Mo, there is no contract for speed packs. You can cancel or reinstate a speed pock at any time, on o monthly basis.
How da | check nbn broadband speed at my address?

You can use cur broodband speed checker to test your broadband connection, You should perform the spesd test on a computer that's
connected directly to your modem via an Ethernet cable, as using WIFI may not give you on occurate result. Also, your web browser needs
to be compatible with Flash to uvse the speed test

Which modem do | nesd?

We supply you with an nba=-compatible Wif| moderm when you purchase an ab plan from us. You can either set it up yourself using the
easy self-install kit or choose professional installation by an Optus technicion ot on additianal cost of just S140.

The Optus Network

We're connecting around 1 million Aussies with mobile
and fixed broadband through The Optus Network.

OPTUS GUIDE FOLLOWUS
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