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Please refer to our General Terms of Service for any additional terms of service

Hardware supplied by Fusion is covered by standard
manufacturers’ warranties.

For extra security and peace of mind, Fusion offers a
choice of managed options to monitor your connectivity
out of hours and replace faulty hardware by overnight
priority delivery.

Next Business Day Hardware Replacement

Fusion will retain spare hardware on site and, in the event
of any hardware issue (or even a suspected hardware is-
sue) will despatch by next business day delivery (pre-
10am) to client address, without charge.

24 Hour Network Monitoring and Alerting System
Fusion engineers will pro-actively monitor your line
24/7/365 and act upon suspected line or router issues out
of hours.

Unlimited Cisco Configuration Changes

Fusion Cisco engineers configure each router for basic
connectivity prior to despatch. However, clients may re-
quire remote changes to this configuration to best suit
their network environment. Fusion can make remote con-
figuration changes on request.

Offsite Disaster Configuration Recovery

Fusion will collect weekly backups of your Cisco router
configuration and store in the secure Southend datacen-
tre. These backups can be applied to replacement hard-
ware so the very latest configuration can be applied prior
to despatch.

Flexibility

Netbiz 24/7 services can either be purchased individually
or as a group, with billing applied on the same basis as
your service invoice schedule.
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Netbiz 24/7 services may be ordered in conjunction with Fusion
ADSL, SDSL, Vita DSL or Ethernet services.

Customer must purchase appropriate Cisco CPE from Fusion.
Netbiz 24/7 services are ordered on a 12 month contract and run
concurrent with the ordered line service.

Hardware Replacement

Hardware replacement is available during business hours of 9am to
5.30pm Monday to Friday (excluding bank holidays)

Clients must notify Fusion of hardware replacement requirement by
2pm on despatch day. Fusion will despatch hardware by overnight
courier for pre-10am delivery on next business day.

Courier costs to client site are included in the Hardware
Replacement monthly fee.

Clients must return faulty hardware to Fusion within five working
days at client cost or Fusion will raise an invoice for full list price of
the replacement hardware.

Should hardware be found to not be at fault, client must return
replacement hardware to Fusion within five working days at client
cost or Fusion will raise an invoice for full list price of the
replacement hardware

Client accepts that Fusion will make very best effort to despatch
hardware on agreed day and for delivery by agreed time, however
Fusion accepts no responsibility for circumstances outside of the
Company’s control i.e. courier delays or failed delivery.

24 Hour Network Monitoring

Fusion systems will poll customer hardware on a 15 minute cycle.
Any three consecutive negative responses from client router

(i.e. 45 minutes of suspected downtime) will trigger a system alert to
Fusion Network Operations Centre (NOC) to investigate a suspected
hardware or line fault.

In the event that no clear fault is detected, Fusion will prioritise
customer call back (either same day if the event occurred during
business hours, or start of next business day if the event occurred
out of hours) to commence first line checks and line diagnosis.
Network Monitoring is not a guarantee against the line Service Level
Agreement, and SLA timeframe only commences once client has
been contacted and line fault confirmed. Hardware failure is not
included in the Service Level Agreement.

Unlimited Cisco Configuration Changes

Fusion will make remote configuration changes to Cisco equipment
based upon customer requests by email by an authorised
representative.

Requests must be provided with at least 48 hours notice and Fusion
will contact the client directly to confirm legitimacy and requirement.
Fusion reserves the right to reject any remote configuration request
if the requested change may compromise the quality of service for



