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1 Introduction 
 

With its nvoice product, NFON GmbH (hereinafter referred to as NFON) is to provide the customer for the duration 
of the contract with the services of a central, virtual, Voice over IP-based telephone Centrex system.  

nvoice is a service for business customers that enables high quality voice connections to be made via a central 
telephone system located in a high performance data centre. The telephone system is managed by NFON. Calls are 
transferred from the data centre into the traditional telephone network (PSTN), from where they can be distributed 
across the world. NFON will invoice the customer for the telephone calls the customer makes. NFON will also 
provide national geographical telephone numbers and, if required, special call numbers. Existing numbers can also 
be ported by NFON. 

The customer interface to the hosted telecommunications system is provided by broadband internet connections, 
which can be supplied by NFON if required.  

This performance specification only covers the services of the nvoice telecommunications system. The optional 
internet connection, nconnect, which is available from NFON in some countries, is not included. 

The performance specification is to be construed together with the contract, the general terms and conditions and 
the latest price list (or the conditions listed at www.NFON.com). In the event of any discrepancies between these 
documents, the contract takes precedence over the performance specification, which in turn has priority over the 
general terms and conditions. 

 

2 Performance components 
 

2.1 Basic service 

The basic nvoice service includes: 

1. Network transport services, i.e. connections to the global telephone network (PSTN), incoming and outbound 
calls and system-internal calls. 

2. Call number management, i.e. the allocation of new phone numbers or blocks of numbers across all dialling 
code areas and the allocation of national phone numbers from other countries, depending on the availability of 
the services provided by NFON in these countries. The size of newly allocated blocks of call-through numbers 
is dictated by the requirements of the customer and the constraints imposed by the relevant national telecom 
authority. 
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The numbers will be provided by NFON or a service provider. In the event of a change of service provider, the 
customer hereby explicitly authorises NFON to transfer the numbers. 

NFON supports the portability of geographical telephone numbers. This means that if a customer transfers 
from another network operator to NFON - effectively a termination - the customer will be able to keep its 
existing phone numbers and blocks of numbers, assuming it is not switching at the same time to a different 
local exchange network. To do this, the customer completes a declaration for each phone number/block of 
numbers, signs it and sends it to NFON. NFON will then implement the customer request and coordinate the 
porting of the phone numbers.  

If the number that the customer wishes to port is used for an analogue or ISDN connection in conjunction with 
a DSL connection, it should be noted that porting the numbers of the underlying analogue or ISDN connection 
also means that the DSL connection, and hence internet access, will be terminated. Before porting such 
numbers, ensure that an alternative way of accessing the internet is available. 

3. Entry in telephone directory. If the customer requests, NFON will organise the entry of its main phone number, 
name and address in publicly accessible printed and electronic subscriber directories (telephone directory, etc.) 
and provide telephone information.  

4. Configuration of the Centrex system is carried out via a web-based administration portal, i.e. customers can 
set up and manage all the telecommunications system functions through an intuitive administration portal. 
The portal can be accessed using the https protocol from any internet browser. In some cases, system 
functionality can be managed directly from a terminal device (the exact extent of the functionality depends on 
the terminal device).  

5. Issuing of invoices and itemised bills, i.e. invoices are emailed exclusively as PDF documents to the specified 
inbox. Itemised bills can be provided electronically if required. In the case of billable connections, the customer 
can choose whether or not to receive an itemised bill. If an itemised bill is chosen, note the following: 

 The customer can choose whether the bill is to display the complete destination number or just its last three 
digits. 

 Itemised billing must be requested at least two weeks before the billing period in question or, alternatively, when 
the order is placed. 

 In the case of connections in businesses and government offices, a written declaration is required to the effect 
that all employees have been - or will be - informed and that the works council or the employee representative 
committee was involved according to the statutory provisions. The customer undertakes to hand this declaration 
to NFON on request. 

 As the itemised bill only provides evidence of the billable connections, any connections that are subject to a lump-
sum fee (e.g. billed according to a flat-rate tariff) will not be itemised. 

 

2.2 Standard telephone system functions 

The nvoice telephone system boasts a wide range of functions that are directed towards telephone systems for 
large companies. 

2.2.1 Terminal device and extension management 

 Support of a broad spectrum of network environments and terminal devices  
 Support of DECT-based terminal devices, incl. repeaters 



 
NFON  
Performance Specification – Version 1 

 

6 
© 2015 NFON GmbH – All rights reserved. Subject to change. Version 1 / 08.2015 (EN) 

NFON GmbH · Schillerplatz 1 · 3100 St. Pölten ·AUSTRIA Tel.: + 43 2742 75566·  nfon.com 

 Support of softphones for the Windows operating system 
 Support of smartphones running the Symbian or Blackberry operating systems 
 Support of IP adapters to connect analogue terminal devices (fax machines, door openers, etc.) 
 Complete auto-provisioning of almost all terminal devices (no configuration effort required on the part of the 
customer) 
 

 Full support of roaming of terminal devices between sites with broadband internet connection (terminal devices 
not confined to one site) 

 Full support of firewalls with SIP support and internet interfaces with NAT (Network Address Translation) 
 Registering and de-registering of extensions on the terminal device 
 Hot-desking of extensions between terminal devices while retaining all individual extension features 
 Roaming of extensions between sites while retaining all individual extension features 
 Central storage of all extension features  
 Management of all extension features via the administration portal and partially on the terminal device (features 
depend on specific terminal device). 

 

2.2.2 Call management 

 No limit to the number of incoming and outbound calls per system 
 Up to five parallel incoming or outbound calls per terminal device 
 Call permissions selected per extension (internal only, local only, national only, international) 
 Incoming and outbound calls on up to 10 different phone numbers (exchange lines) 
 Hold and resumption of up to five calls per terminal device 
 Queries and handling between held calls 
 Indication of call status of individual extension on terminal device (engaged lamps) 
 Call pickup within the system, within groups and from individual extensions using speed dialling or function keys 
on the terminal device 

 Redial of past, incoming and missed calls 
 Switch call waiting on and off 
 Individual music-on-hold per customer 
 Call list with date, time, phone number (outbound, incoming, missed calls incl. indication of group calls and 
exchange line used) 

 Connect (internal, external) with and without query 
 User-definable parallel call to other internal extensions or external subscriber 
 Automatic detection and interruption of call routing loops 
 DTMF outbound 

 

2.2.3 CLIP/CLIR, anonymous calls 

 Display of caller numbers for incoming calls 
 Display of exchange line used for incoming call 
 Signalling of group calls 
 Signalling of forwarded calls 
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 Define for each extension whether the call number is to be displayed or hidden (CLIP/CLIR) 
 Define for each extension the call number to be displayed (CLIP no screening) 

 

2.2.4 Call forwarding / Do Not Disturb (DND) 

 The number of the original caller is displayed when an external call is forwarded 
 Forwarding of every incoming call 
 Call forwarding when engaged 
 Call forwarding after a user-defined interval  
 Call forwarding when subscriber logged off 
 No restriction on forwarding destinations, the exchange line to be used can be defined in the case of external 
forwarding destinations 

 DND function (Do Not Disturb) 
 Memory function for call divert, voicemail calls are always forwarded to the voicemail of the original number 
called 

 

2.2.5 Answering machine / voicemail 

 Professional voicemail system for extensions that are assigned to a telephone. 
 Voicemails can be accessed from a phone or converted into a .wav file and e-mailed as an attachment to an inbox.  
 Various announcement modes for unavailable, engaged or out of office 
 Maximum of 100 messages per extension. Messages are automatically deleted 60 days after receipt. 
 Remote pickup, protected by individual PIN 
 Voicemails forwarded by e-mail can be automatically deleted if required 
 Call back from the voicemail system 
 Announcement of call back number 

 

2.2.6 Call groups 

 No limit to the number of call groups per system 
 Formation of call groups of any size possible 
 Individual forwarding of the respective extensions is ignored 
 Defining of overflow rules  

 

2.2.7 Queues 

 No limit to the number of queues per system 
 Individual, initial and periodic announcements 
 Individual music-on-hold for each queue 
 Automatic call distribution to free or logged-in agents 
 Load distribution on round robin basis, lowest loading, simultaneous, highest loading 
 User-definable post-processing time for agents 
 Exception rules for timeouts and when no agents are logged in 
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 Optional announcement to agents of time held in queue 
 Optional announcement to agents of queue name 
 Logging of mobile terminal devices in queues  

 

2.2.8 Automatic connecting (IVR – Interactive Voice Response, voice dialogues) 

 No limit to the number of voice dialogues per system 
 Individual selection texts 
 Up to 13 selection options per dialogue step (0 - 9, *,# and timeout) incl. forward, hang up and engaged  
 Flexible handling of incoming calls 
 No limit to the number of chaining levels for voice dialogues 

 

2.2.9 Telephone conferencing 

 No limit to the number of conference rooms per system 
 Conferences with up to 50 internal and external participants 
 Separate PIN authentication for conference moderator and conference participants 
 Blocking of conferences until moderator has logged in 
 Automatic termination of conferences when moderator logs out 
 Muting of all conference participants 
 Transfer call to conference 
 Announcement when participants join and leave  

 

2.2.10 Time-controlled call routing 

 No limit to the number of time controls per system 
 Definition of periods for call routing 
 Definition of exception days for call routing 

 
2.2.11 Fax 

 Fax machines connected via analogue interface 
 Integrated fax server 
 Receive a fax as PDF (e-mail forwarding) 
 Send a fax directly from PC using printer driver 
 Support of T.38 fax protocol  

 

2.2.12 Address book 

 Central telephone directory for each customer  
 Distinction between generally visible, only visible to specific groups and personal entries 
 Can be imported in CSV format 

2.3 Optimum additional functions (fee-based) 
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NFON offers customers fee-based additional functions to simplify the management of large systems. 
 

Call centre monitoring 

 Web-based application to monitor call centre activities 
 Monitoring of queues and queue groups with respect to the number and waiting times of queued calls 
 Monitoring of outbound activities 
 Monitoring of agents and agent groups with respect to status, call duration and call result 
 Different views for call centre management, visitors, agents 
 Wallboard showing status overview of queues 
 Detailed analysis options for all activities  
 Numerous standard reports and features for creating own reports 
 Comprehensive export facilities 
 
 

2.4  VoIP telephones / other hardware and software 

In the case of VolP telephones, the customer has a choice between various manufacturers and models that all 
support Ethernet and the IP protocol.  

2.4.1 Corded telephones 

Entry-level, standard and advanced models of these telephones are available. They can be powered from a socket 
or by Power over Ethernet (PoE).  

The phones are user-friendly IP desktop telephones that are connected to the local network via an Ethernet port. 
The use of plug-and-play technology means that these phones do not have to be manually configured on the VoIP 
portal. They are either simply plugged into a separate VoIP LAN socket close to the workplace or connected directly 
to the PC using a LAN cable, which initiates the automatic configuration process.  

 

2.4.2 Cordless (DECT) telephones 

NFON also supports cordless, DECT-based VoIP phones. A number of base units, each supporting up to 255 
terminal devices (depending on the manufacturer), can be used at each customer site. The range of the DECT 
solutions can be doubled by the use of up to six repeaters per base unit.  

The DECT solutions are auto-provisioned throughout and support the plug-and-play system familiar from corded 
telephones. 

Note: As the DECT protocol is not adequately standardised, the operation of DECT terminal devices from other 
manufacturers is in principle possible. Depending on the terminal device, the convenience functions associated with 
corded IP telephones are only available to a limited extent. 

2.4.3 Analogue telephone adapters 

Analogue telephone adapters (ATA) - also known as IP a/b adapters - are cost-effective, technologically advanced 
products that connect conventional analogue terminal devices (telephones, fax machines or door intercom 
installations) with the VoIP Centrex solution.  
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Note: As fax is a protocol that has grown over time, there are in practice various deviations from the protocol, which 
means that an ATA will not be compatible with all the fax machines on the market.  

 

2.4.4 Software-based IP telephones for making calls from a PC  

NFON supports software-based IP telephones that enable calls to be made from PCs running the Windows Vista, 
Windows 7, Windows 8 and Mac OS X operating systems. The solution supports the plug-and-play mechanism of 
NFON and does not require the user to carry out any configuration activities on the PC. For security reasons and to 
facilitate roaming between different PCs, the user is required to provide authentication each time a software-based 
IP telephone is started. 

Note: The reliable operation of a software-based IP telephone (softphone) requires a cleanly installed and properly 
functioning PC. To ensure good audio quality, the use of a headset with an integrated soundcard is also necessary. If 
a software-based IP telephone is being used on a PC connected via a WLAN, there is a risk of interference from 
other WLAN networks or other computers on the same WLAN. To guarantee optimum audio quality in this case, 
low loading and a high signal strength of the WLAN must be ensured. 

 

3 Billing basis 
 

The respective conditions are derived from the latest price list and the NFON portal, with the latter having 
precedence should queries arise. The conditions set out in the contract always take precedence. 

 

3.1 Terminal devices 

The terminal device forms the basis for the calculation of the monthly usage fees and set-up fees. Terminal 
devices in this context are: 

 Physical telephones and ATAs (analogue telephone adapters, e.g. for analogue fax machines) 
 Softphones and FMC clients 
 eFax, i.e. an extension that can be used to send and receive faxes 
 

The respective fees (which can vary from one terminal device to another) are derived from the latest price list 
and the NFON portal. These charges include all the functions defined in §2.1 and §2.2 of this performance 
specification. 

Optional features as per §2.3 of this performance specification will be invoiced separately according to the 
latest price list. 

The customer can activate/deactivate terminal devices in the portal. The monthly usage fees always apply for 
the entire month when the corresponding "terminal device" was used in the portal for at least one minute. The 
one-off set-up fees are also calculated in the month in which the activation took place. 
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3.2 Telephone charges 

The basis for the calculation of the telephone charges are the calls made by a customer as recorded by the 
telephone system. A number of models exist for this purpose: 

 The purely usage-based calculation of the voice call minutes according to the "connection price list".  
 

 The "fixed network flat rate" for calls from a terminal device to the relevant national fixed network  
(i.e. geographical numbers with area codes only). In this case, a flat rate is charged per terminal device for calls 
made to the fixed network. All other connections to mobile phone networks, foreign calls and calls to special 
numbers will be charged per minute according to the applicable price list at the time the contract was concluded. 
A flat rate is only to be booked simultaneously for all the terminal devices of a customer. 
 

 System-internal calls made by a customer are not charged according to the "connection price list". Such calls also 
include connections from an NFON customer to an NFON customer, and are referred to as "on-net calls". 

 
The voice flat rate as set out in §3.2.2 is designed for person-to-person communication between office workplaces 
averaging a total of less than 500 minutes per month per workplace. It does not include call diversion and call 
forwarding. 

NFON is entitled not to allow the customer to use this tariff or to terminate it, if  

 it is used for machine-to-person communication, e.g. by the use of automatic dialling systems 
 a user license is used by several users in parallel 
 it is predominantly used for outbound telephony services, e.g. in call centres 
 it is misused, i.e. not used mainly for bilateral communication between persons. A flagrant misuse shall be 
deemed to have occurred if the dialling of particular numbers provides the caller with money or other goods of a 
tangible value. 

 
In the event of a violation, NFON is also entitled to charge the corresponding minutes used according to its latest 
price list (i.e. not at a flat rate). 

 

3.3 Terminal devices (leasing, retention of title) 

The customer purchases the terminal devices. They remain the property of NFON until the full purchase price has 
been paid. The customer may also lease the hardware. NFON will to this end arrange a contract between the 
customer and the lessor. 
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3.4 Software (leasing, retention of title) 

The customer purchases the software. It remains the property of NFON until the full purchase price has been paid. 
The customer may also lease the software. NFON will to this end arrange a contract between the customer and the 
lessor. 

In the case of software that NFON grants its customers the right to use free of charge, the customer only has to pay 
a usage licence for the duration of its contractual relationship with NFON. When the contractual relationship comes 
to an end, the sole right of use reverts to NFON. 

 

3.5 Support 

For each customer installation, the customer will be provided with a one-off block of 30 minutes of free telephone 
support (excluding telephone charges to a geographical exchange number, etc.). An additional 5 minutes of 
telephone support will be provided free of charge (again, excluding telephone charges) for each delivered terminal 
device. Any additional support will be billed according to the price list. 

 

4 Special features 
 

4.1 Emergency call 

NFON will always connect emergency calls to the emergency authorities responsible for the office location 
specified when the telephone numbers were requested. Should the customer move offices, it is the customer's 
responsibility to inform NFON of the new office address to ensure that emergency calls are forwarded to the 
correct public safety answering point (PSAP). 

If the customer does not use the service at this address (referred to as nomadic use) and makes an emergency call, 
the call will still go through to the PSAP specified above. This means that the emergency number should not be 
used during nomadic use, and particularly when being used abroad, as in the event of a "silent call" (where the caller 
is unable to talk, e.g. because of an injury) it will not be possible to establish the location of the caller nor provide an 
emergency response. It is the duty of customers to advise their employees accordingly. 

Emergency calls cannot be made during a power failure unless the customer has ensured that the operation of their 
terminal devices, the local network and the site's internet connection is being maintained by an alternative power 
supply.  

Even modifying the configuration of the pre-configured speech and data components provided as part of the NFON 
solution can result in an emergency call not being put through. The customer is therefore responsible for 
ascertaining in advance the effects of any planned modifications and for checking how the telephone system will 
react. 

For these reasons, we recommend that a number of additional fully charged mobile phones are always available at 
every site. 

 

  



 
NFON  
Performance Specification – Version 1 

 

13 
© 2015 NFON GmbH – All rights reserved. Subject to change. Version 1 / 08.2015 (EN) 

NFON GmbH · Schillerplatz 1 · 3100 St. Pölten ·AUSTRIA Tel.: + 43 2742 75566·  nfon.com 

4.2  Limitations 

VoIP technology is unable to replicate all the functions of typical phone calls (with ISDN or an analogue connection). 
NFON is therefore not providing the following functionality:  

 Emergency calls in the event of a failure of the customer's IP network. NFON recommends that a mobile phone is 
provided at every site.  

 Connection of ISDN standard or special devices, such as ISDN PC cards, fire alarms, EC cash and credit card 
systems, franking machines and alarm systems. 

 Special call numbers and call barring. Connections to special services will be provided by NFON assuming they 
are legally permitted and within the technical and operational capabilities of NFON. 

 In the interests of the customer, NFON reserves the right to bar individual destination phone numbers, groups of 
destination phone numbers or specific country codes. NFON will make a list of the barred numbers available to 
the customer on request.  

 The use of call-by-call and CPS services is not possible.  
 

 

 

5 Availability and SLA 
 

5.1 Availability 

The availability of the telecommunications system to the end customer includes the functionality described in this 
performance specification. On average, it is at least 99.9% per year. This excludes the periods when the systems are 
unavailable due to technical or other problems outside the control of NFON (force majeure, service providers to 
NFON, etc.).  

NFON can restrict access to all or some of the services if the security of network operation or the preservation of 
network integrity requires such, particularly if this is necessary to prevent serious disruptions to the network, 
software or stored data. 

Also excluded from the availability calculations are planned maintenance work of which the customer has been 
informed, impairments of access to the end customer location in the event of faults, losses of time for which NFON 
is not at fault including losses of time due to delays in troubleshooting for which the customer is responsible.  

 

5.2 Monitoring 

The NFON systems shall be monitored by dedicated systems 24 hours a day, seven days a week.  

 

  



 
NFON  
Performance Specification – Version 1 

 

14 
© 2015 NFON GmbH – All rights reserved. Subject to change. Version 1 / 08.2015 (EN) 

NFON GmbH · Schillerplatz 1 · 3100 St. Pölten ·AUSTRIA Tel.: + 43 2742 75566·  nfon.com 

5.3 Incident reporting 

Incident reports are generated either proactively by the NFON monitoring system or reactively by the customer. In 
both cases a trouble ticket is opened. 

Incident reports from customers who are the responsibility of an NFON sales partner are to be opened by the 
customer with the relevant sales partner. Direct contact with the NFON support team is not envisaged in such 
cases. 

NFON maintains a ticket system to monitor and document incidents. Each incident is assigned a unique ticket 
number, which is made known to the customer. Customers must quote this ticket number whenever they contact 
NFON about the incident. In the case of e-mails, the ticket number must be quoted in the Subject line. 

If, at the time of reporting the incident or while resolving the incident, the customer is unable to provide NFON with 
all the technical details necessary to troubleshoot the incident or the customer is not available to discuss the 
situation, the processing of the incident and an assessment of its characteristics will be suspended until this 
information is available. 

An incident can be reported using the telephone number 

+43 (2742) 75566-555 

 

5.4 Incident categories 

Incidents shall be assigned to one of three categories (incident category) according to their impact on the customer. 
The incident category is determined by the employee who logs the incident. 

 

 
Incidents will be processed within the period defined for the respective incident category. In the case of the 5 x 10 
hour service period, this means from Monday to Friday, excluding public holidays, between 8 am and 6 pm. The 
processing of high priority incidents will commence as soon as they are logged, including outside business hours, so 
that incident resolution can begin without delay. 
 

5.5  Warranty 

The Service Levels set out in §5 are warranty services. For each service that becomes the object of a warranty 
claim, the customer can, by making a declaration within one week, reduce by half the invoiced amounts of the 
affected NFON services for the month in which the claim arose.  

 

Priority Description Response time Service time 

Low Individual features are not available or only usable to a limited extent 9 hours 5 x 10 hours 

Normal Individual, sporadic degradation of voice service 6 hours 5 x 10 hours 

High Fewer than 50% of phone calls are connected or a key system component is defective 2 hours 7 x 24 hours 
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6 Requirements placed on the customer 
 

As nvoice will be integrated in the customer's network environment, certain system requirements must be satisfied. 
The customer guarantees that these system requirements are in place and confirms the conditions for the use of 
nvoice by signing the order form. 
 

6.1 Requirements placed on the internet connection 

It is assumed that customers will provide at least 100kbit/s bandwidth for parallel upload and download operations 
for every call made simultaneously at the site. If a customer site employs a "SIP-aware" firewall or a "SIP-aware" 
NAT router that supports local media streams, then a bandwidth of only 100kbit/s needs to be reserved for each 
off-site call. The internet connection must at all times have a latency of less than 100 ms (measured from the DE-
CIX to the terminal device) and a packet loss of less than 1%.  

In light of the possible negative impact of simultaneous data transmissions on the internet connection used for 
speech, we recommend either agreeing with the relevant internet provider that priority should always be given to 
data packets of an "EF" ToS or that a separate or dedicated internet connection for data traffic is set up. 

If a firewall is in use, this must be configured accordingly by the customer according to the VoIP data stream so that 
the telephones can communicate with the outside world. NFON recommends that customer sites with more than 
ten terminal devices use an NFON-certified "SIP-aware" firewall. This enables single ports dynamically, and only 
when requested, to enable the terminal device to communicate with the CENTREX system. At smaller sites, a 
firewall that has the following ports enabled for outbound traffic is recommended to ensure reliable operation: 

 TCP ports 80, 83 and 443 (provisioning, portal access) 
 TCP port 123 (time synchronisation) 
 UDP 3478 (identifying the external IP address) 
 UDP 5000-65535 (exchange of signalling and RTP data) 
 

6.2 Requirements placed on the customer network 

It is assumed that the customer is using a professionally installed, high availability local network infrastructure 
based on full-duplex 100Mbit/s switches and CAT5 or higher cabling. The network must not be operated at 
maximum capacity, even during peak periods, and must offer sufficient capacity for the expected levels of voice 
traffic. 

A network socket (Ethernet 10BaseT or 100BaseT) must be provided for each IP telephone. The telephones are 
delivered with cables of up to 2 m in length. If longer cables are required, these will have to be supplied by the 
customer.  

As NFON IP telephones support PoE (Power over Ethernet), it is advisable to use PoE-compatible switches. This 
allows the VoIP telephones to be used without a power pack, otherwise the power packs provided by the 
manufacturer must be used. A socket has to be provided for every telephone that is not powered by PoE. 

Under normal PC usage conditions (i.e. use of standard office communication programs) with only moderate levels 
of data traffic across the local network, the mixed operation of IP telephones and PCs on one switch is possible, 
although we recommend that the PCs and IP telephones are connected to separate switch ports. 

When data traffic across the local network is heavier, separate switches for IP telephones and PCs must be 
provided, especially as the IP telephones supplied by NFON do not support 1 GBit/s network connections. 
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Another requirement is that the customer is running a DHCP server that provides the IP telephones with a valid IP 
configuration, including the internet gateway allocated to speech traffic.       This DHCP server is not permitted to 
use option 66 (BOOTP server). 

 

6.3 E-mail infrastructure 

If the customer wishes to forward incoming faxes or voicemail messages, then they must have a functioning e-mail 
infrastructure (server and clients) over which the voicemails and faxes can be delivered to users. 

 

6.4 Obligations of the customer 

The customer must satisfy the requirements set out in section 6 in respect of their network environment. Should 
NFON incur additional costs as a result of the failure to fulfil these obligations, it shall be entitled to invoice the 
customer accordingly.  

In the event of a fault, the customer will carry out simple measures as instructed by NFON (for instance, switching a 
device on and off).  

 

 

7 Clarification of services provided 
 

In terms of the services it is providing, NFON is obliged to set out clearly what it will not do. In particular, NFON will 
not: 

 provide any network support nor advise customers regarding the network infrastructure they require nor provide 
any support during implementation, operation or disposal 
 

 provide any support regarding the internet connection (apart from access products provided by NFON according 
to its performance specifications) nor advise customers in terms of the internet connection they require nor 
provide any support during implementation, operation or disposal 
 

 provide any network support regarding the planning and execution of projects dealing with the migration to the 
NFON telephone system 
 

* 
 provide any support regarding the replication of a particular logic in the nvoice telephone system nor provide any 
support when migrating an existing telephone system logic to the NFON solution 
 

 provide any training to customers in the design, configuration and operation of a telephone system 
 

 provide advice regarding the interfacing of applications to the NFON telephone system that goes beyond the 
reference to the existing interface specifications. 
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