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Uptime v3 Agreement - Special Conditions for Microsoft Lync® Products 

1 De finitions and Interpretation 

1.1 “Connected Equipment” means  equipment such as  VoIP phones , headsets, monitors and other audio/video 

conf erencing dev ices that are connected to the Lync ® Sys tem. 

1.2 “Lync®” 1 means the softw are of the same name, as  supplied by Mic rosoft.  

1.3 “Lync® Sys tem” means  a collection of items  which can inc lude hardw are, operating system softw are and the 

assoc iated Lync® softw are.   

1.4 “Se r vice Package”  means a collection of Service Elements  as  specif ied in c lause 2.4. 

Service Summary 

2 Ge neral Obligations 

NTT’s obligations 

2.1 NTT mus t prov ide the Service Packages for the Configuration Items  as  specif ied in the Record of Entit lement 

and lis t in c lause 2.4. 

2.2 The table in c lause 2.4 of these Spec ial Condit ions for Lync® products  replaces the table of Service Elements  

in c lause 2.3 of  the Softw are Support A greement.  

2.3 The Serv ice Elements  lis ted in the table in c lause  2.4 are described in f urther detail in c lauses 4 to 5 

inc lus ive. 

2.4 Table of  Serv ice Packages:  

Se r vice Elements 

Se r vice Packages 

Ins tant 

M e ssaging and 

Pr e sence 

V ide o and Audio 

Conferencing  

Ente r prise 

V oice  

Incide nt M anagement  

 Serv ice Desk       

 Remote Suppor t        

 Resolution of  Inc idents       

 Ins tallation of  Minor  Feature 

Release 
N/A  N/A  N/A  

 Disc retionary Engineer  

A ttendance On Site  
If  cons idered necessary by  NTT.  

 Escalation Management        

 Escalation to V endor Suppor t N/A  N/A    

Se r vice Levels 

 Serv ice Levels       

Opt ional Support Service Ele ment  

 Sof tw are Subscription N/A  N/A  N/A  

As s essment Option Option   

3 Se rvice Establishment 

3.1 Dur ing the Serv ice establishment process , NTT w ill require confirmation that the Client has a f unc tional 

Backup sys tem f or all the relevant Configuration Items  in their  Lync ® System. 

Service Elements 

4 Asse ssment 

4.1 If  the Client has  purchased the Enterprise V oice Service Package, NTT w ill conduc t an assessment of the 

Client’s  Lync ® System to determine w hether  the sys tem is  built  and configured to meet indus try s tandards . 

4.2 A t the completion of the assessment, NTT w ill report to the Client of  any er rors, warnings or  information 

regarding the Lync® System plus  any  remediation activit ies  that need to be performed. Any such remediation 

mus t be completed by  the Client f or the Service Levels to become applicable, otherwise NTT w ill only provide 

                                                             
1 Lync  i s  a regi s tered trademark of Mi crosoft Corporation  
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the Serv ice to the Client on a bes t effort basis. NTT can a ss ist w ith such remediation ac tivit ies at an 

A ddit ional Charge.  

4.3 If  the Client has  not purchased the Enterprise Voice Service Package NTT can provide the assessment 

serv ice at an A ddit ional Charge. 

5 Incident Management 

Es calat ion to Vendor Support (Enterpris e Voice Service Package) 

5.1 If  the Client has  purchased the Enterprise V oice Service Package, NTT may  use Mic rosoft ’s Premier  Support 

f or  Lync® Par tner ( “PSLP”)  programme to escalate Inc idents to Mic rosoft for resolution.  

The  Client’s authority  

5.2 The Client hereby  authorises NTT send the relevant data to Mic rosoft if  necessary to assist with Inc ident 

Diagnos is  and/or the formulation of a Workaround or  Permanent Resolution.  

5.3 A ll inf ormation collected by  NTT w ill be treated as  the Client’s Conf idential Inf ormati on. 

General Obligations 

NTT’s  obligations 

5.4 In addit ion to the Conf iguration Items , NTT w ill provide telephone support for Inc idents associated with any  

Connec ted Equipment.  

6 Lync®  Ve rsions Supported 

6.1 The Serv ice only applies  to the mos t recent version of Lync ® ( version ‘n ’) and the version immediately  pr ior 

(version ‘n-1’) . The Client mus t upgrade its version of Lync® if  it  f alls outside the range of supported vers ions.  

7 Te st Accounts 

7.1 NTT may , f or  the purpose of Inc ident Diagnos is and/or the formulation of a Workaround or  Permanent 

Resolution, require the Client to supply a f unctional tes t user  accounts on the Client’s  Lync ® System. 


