TelePacific Hosted PBX Addendum
This Addendum amends and modifies the Telecommunications Account Agreement between TelePacific
and Customer.
This Addendum governs both the TelePacific Hosted PBX Service (“Service”) and any devices, such as
handsets, routers, switches or any other IP connection device (which devices may sometimes be referred
to herein as "Device" or "Equipment"), used in conjunction with the Service and it applies to all lines on
each TelePacific account.
1

Customer Premises Requirements. The customer premises must have at minimum Cat 5 or Cat 6
cabling installed for each handset. This must include an uninterrupted cable run from your phone
closet to each handset. TelePacific technicians cannot and will not validate whether a cable run is
uninterrupted. If, at the time of install, your cabling is insufficient, TelePacific may have some options
for additional hardware, such as an external power supply or an additional switch, at additional cost,
that may resolve the issue, however these solutions are not guaranteed to work in every situation and
cabling is the ultimate responsibility of you, the customer.

2 EMERGENCY SERVICES - 911 & E911
2.1 911 Dialing. All of our customers have access to either basic 911 or Enhanced 911 (E911) service.
With E911 service, when you dial 911, your telephone number and registered address are
simultaneously sent to the local emergency center assigned to your location, and emergency
operators have access to the information they need to send help and call you back if necessary.
Customers in locations where the emergency center is not equipped to receive your telephone
number and address have basic 911. With basic 911, the local emergency operator answering the call
will not have your call back number or your exact location, so you must be prepared to give them this
information. Until you give the operator your phone number, he/she may not be able to call you back
or dispatch help if the call is not completed or is not forwarded, is dropped or disconnected, or if you
are unable to speak. You authorize us to disclose your name and address to third-parties involved
with providing 911 Dialing to you, including, without limitation, call routers, call centers and local
emergency centers.
2.2 Notify All Users. You should inform any employees, guests and other third persons who may be
present at the physical location where you utilize the Service of the important differences in and
limitations of TelePacific 911 Dialing as compared with basic 911 or E911. The documentation that
accompanies each handset that you receive from TelePacific will include a sticker concerning the
potential non-availability of basic 911 or E911 (the "911 Sticker"). It is your responsibility, in
accordance with the instructions that accompany each Device, to place the 911 Sticker as near as
possible to each phone that you use with the Service. If you did not receive a 911 Sticker with your
Device, or you require additional 911 Stickers, please contact our customer care department at 877487-8722
2.3 Location of Service. This Service is provided at a specific address provided by you to us to determine
if Service can be provided at your new address, and so we may notify your new E911 operator.
Service will only be provided at locations where E911 connectivity is available.
2.4 Service Outages.
(a) Service Outages Due to Power Failure or Disruption. TelePacific does not supply a battery backup
Device. Devices that do not have a battery backup cannot support 911 dialing in the event of a
power failure or disruption. If there is an interruption in the power supply, the Service, including 911
Dialing, will not function until power is restored. Following a power failure or disruption, you may
need to reset or reconfigure a Device prior to utilizing the Service, including 911 Dialing.
(b) Service Outages Due to Internet Outage or Suspension or Disconnection of Broadband Service.
Service outages or suspensions or disconnections of service will prevent all Service, including
911 Dialing, from functioning.
(c) Service Outage Due to Disconnection of Your TelePacific Account. Service outages due to
disconnection of your account will prevent all Service, including 911 Dialing, from functioning.
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(d) Other Service Outages. If there is a Service outage for any reason, such outage will prevent all
Service, including 911 Dialing, from functioning. SUCH OUTAGES MAY OCCUR FOR A
VARIETY OF REASONS, INCLUDING, BUT NOT LIMITED TO THOSE REASONS DESCRIBED
ABOVE.
2.5 Network Congestion; Reduced Speed for Routing or Answering 911 Dialing Calls. There may be a
greater possibility of network congestion and/or reduced speed in the routing of a 911 Dialing call
made utilizing the Service as compared to traditional 911 dialing over traditional public telephone
networks.
2.6 Disclaimer of Liability and Indemnification. We do not have any control over whether, or the manner in
which, calls using our 911 Dialing service are answered or addressed by any local emergency
response center. We disclaim all responsibility for the conduct of local emergency response centers
and the national emergency calling center. We rely on third parties to assist us in routing 911 Dialing
calls to local emergency response centers and to a national emergency calling center. We disclaim
any and all liability or responsibility in the event such third party data used to route calls is incorrect or
yields an erroneous result. NEITHER TELEPACIFIC, ANY OTHER SERVICE PROVIDER WHO
FURNISHES SERVICES TO YOU IN CONNECTION WITH THE SERVICE, NOR THEIR
OFFICERS, DIRECTORS, EMPLOYEES, AFFILIATES, OR AGENTS MAY BE HELD LIABLE FOR
ANY CLAIM, DAMAGE, OR LOSS, AND YOU HEREBY WAIVE ANY AND ALL SUCH CLAIMS OR
CAUSES OF ACTION, ARISING FROM OR RELATING TO OUR 911 DIALING SERVICE UNLESS
SUCH CLAIMS OR CAUSES OF ACTION AROSE FROM OUR GROSS NEGLIGENCE,
RECKLESSNESS OR WILLFUL MISCONDUCT. You shall defend, indemnify, and hold harmless
TelePacific, its officers, directors, employees, affiliates and agents and any other service provider who
furnishes services to you in connection with the Service, from any and all claims, losses, damages,
fines, penalties, costs and expenses (including, without limitation, attorneys’ fees) by, or on behalf of,
you or any third party relating to the absence, failure or outage of the Service, including 911 Dialing,
incorrectly routed 911 Dialing calls, and/or the inability of any user of the Service to be able to use 911
Dialing or access emergency service personnel.
2.7 International Locations. 911 Dialing will not be provided to locations outside the U.S. Calls to 911
from such locations will be routed to 911 operators stationed in the U.S. however, no emergency
services will be provided to such international locations.
2.8 Alternate 911 Arrangements. If you are not comfortable with the limitations of the 911 Dialing service,
you should consider having an alternate means of accessing traditional 911 or E911 services, such as
through a traditional telephone line. As referred to herein, “traditional service” or “traditional
telephone” means telephone service provided over the public switched telephone network (“PSTN”)
as opposed to Hosted PBX service which is delivered in the form of data packets and referred to as
voice over internet protocol (“VoIP”) service.
3

Prohibited Uses.
3.1 Unlawful. You shall use the Service and the Device only for lawful purposes. We reserve the right to
immediately disconnect your Service without notice, if, in our sole and absolute discretion, we
determine that you have used the Service or the Device for an unlawful purpose. In the event of such
disconnection, you will be responsible pursuant to Section 4(b) of the Terms and Conditions of the
Agreement. If we believe that you have used the Service or the Device for an unlawful purpose, we
may forward the relevant communication and other information, including your identity, to the
appropriate authorities for investigation and prosecution. You hereby consent to our forwarding of any
such communications and information to these authorities. In addition, TelePacific will provide
information in response to law enforcement requests, lawful government requests, subpoenas, court
orders, to protect its rights and property and in the case where failure to disclose the information may
lead to imminent harm to you or other customers.
3.2 Inappropriate Conduct. You shall not use the Service or the Device in any way that is threatening,
abusive, harassing, defamatory, libelous, deceptive, fraudulent, invasive of another's privacy, or any
similar behavior. We reserve the right to immediately disconnect your Service without notice, if, in our
sole and absolute discretion, we determine that you have used the Service or the Device in any of the
aforementioned ways. In the event of such disconnection, you will be responsible pursuant to Section
4(b) of the Terms and Conditions of the Agreement. If we believe that you have used the Service or
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the Device in any of the aforementioned ways, we may forward the relevant communication and other
information, including your identity, to the appropriate authorities for investigation and prosecution.
You hereby consent to our forwarding of any such communications and information to these
authorities. In addition, TelePacific will provide information in response to law enforcement requests,
subpoenas, court orders, to protect its rights and property and in the case where failure to disclose
the information may lead to imminent harm to you or other customers. Furthermore, TelePacific
reserves all of its rights at law and equity to proceed against anyone who uses the Services illegally or
improperly.
4

Copyright; Trademark; Unauthorized Usage of Device; Firmware or Software.
4.1 Copyright; Trademark. The Service and Device and any firmware or software used to provide the
Service or provided to you in conjunction with providing the Service, or embedded in the Device, and
all Services, information, documents and materials on our websites are protected by trademark,
copyright or other intellectual property laws and international treaty provisions. All of our websites,
corporate names, service marks, trademarks, trade names, logos and domain names (collectively
"Marks") are and will at all times remain our exclusive property. Nothing in this Agreement grants you
the right or license to use any of our Marks.
4.2 Unauthorized Usage of Device; Firmware or Software. You have not been granted any license to use
the firmware or software used to provide the Service or provided to you in conjunction with providing
the Service, or embedded in the Device, other than a nontransferable, revocable license to use such
firmware or software in object code form (without making any modification thereto) strictly in
accordance with the terms and conditions of this Agreement. You expressly agree that the Device is
exclusively for use in connection with the Service and that we will not provide any passwords, codes
or other information or assistance that would enable you to use the Device for any other purpose. We
reserve the right to prohibit the use of any interface device that we have not provided to you. You
hereby represent and warrant that you possess all required rights, including software and/or firmware
licenses, to use any interface device that we have not provided to you. In addition, you shall indemnify
and hold us harmless against any and all liability arising out of your use of such interface device with
the Service. You shall not reverse compile, disassemble or reverse engineer or otherwise attempt to
derive the source code from the binary code of the firmware or software.

5

Tampering with the Device or Service. You shall not change the electronic serial number or equipment
identifier of the Device or to perform a factory reset of the Device without our prior written consent. We
reserve the right to disconnect your Service if we believe, in our sole and absolute discretion, that you
have tampered with the Device. In the event of such disconnection, you will remain responsible
pursuant to Section 4(b) of the Terms and Conditions of the Agreement. You shall not attempt to hack
or otherwise disrupt the Service or make any use of the Service that is inconsistent with its intended
purpose.

6

Theft of Service. You shall not use the Service in a manner calculated to avoid TelePacific policies and
procedures. You shall not obtain or use the Services in an improper manner. You shall notify us
immediately, in writing or by calling our customer support line, if the Device is stolen or if you become
aware at any time that your Service is being stolen, fraudulently used or otherwise being used in an
unauthorized manner. When you call or write, you must provide your account number and a detailed
description of the circumstances of the Device theft, fraudulent use or unauthorized use of Service.
Failure to do so in a timely manner may result in the disconnection of your Service and additional
charges to you. Until such time as we receive notice of the theft, fraudulent use or unauthorized use,
you will be liable for all use of the Service using a Device stolen from you and any and all stolen,
fraudulent or unauthorized use of the Service. TelePacific reserves all of its rights at law and equity to
proceed against anyone who uses the Services illegally or improperly.

7

Ownership and Risk of Loss. TelePacific maintains ownership of the rented Device and you bear all
risk of loss of, theft of, casualty to or damage to the Device, from the time it is shipped to you until the
time (if any) when it is returned to us in accordance with this Agreement.

8

Return of Device. Customers must return rented Equipment that is installed at your premises by us or
shipped to you by TelePacific or our authorized third party equipment vendor by arranging with us to
remove the equipment from your premises upon termination of the Services within fourteen (14) days
of the date you disconnected Services. We must receive the equipment in its original condition
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reasonable wear and tear excluded. You must return the equipment with the original packaging,
accessories, and documentation. Failure to return rented Equipment may result in replacement fees
applied to your account.
9

Music on Hold. You acknowledge that you are solely responsible for uploading licensed messages
and/or music if you have chosen the Music on Hold option. TelePacific is not responsible for obtaining
permission for your use of any music or other material that may be subject to licensing requirements.

10 Service Distinctions. The Service is a VoIP service. Circumstances beyond our control may affect the
Service, such as power outages, fluctuations in the internet, your underlying broadband service.
TelePacific will act in good faith to minimize disruptions to your use of and access to Service.
11 May Not Support x11 Calling. The Service does not support, including, without limitation, collect calls,
third party billing calls, calling cards or 900 calls. The Service may not support 311, 511 and/or other
x11 (other than certain specified dialing such as 911 and 411) services in one or more (or all) service
areas.
12 Third Party Applications. You may use only Broadsoft-approved third party applications in conjunction
with your TelePacific Hosted PBX Service. Use of third party applications (including those that are
Broadsoft-approved) will be at your own risk. TelePacific will not provide support or troubleshooting for
any third party application. In addition, you may not develop or test third party applications with
TelePacific Hosted PBX Service. TelePacific reserves the right to terminate any and all services if
TelePacific determines, in its sole judgment, that (a) you have performed development or testing of a
third party application with TelePacific Hosted PBX Service, or (b) a third party application used by you
has caused harm, or has the potential to cause harm, to TelePacific’s Hosted PBX platform or to other
customers.
13 Incompatibility with Other Services - Security Systems. The Service may not be compatible with
security systems. You may be required to maintain a telephone connection through TelePacific or your
local exchange carrier in order to use any alarm monitoring functions for any security system installed
in your business. You are responsible for contacting the alarm monitoring company to test the
compatibility of any alarm monitoring or security system with the Service.
14 Local Number Portability (LNP). TelePacific will port your existing US-based telephone number to
TelePacific’s Hosted PBX platform, provided all documentation (including Letter of Authorization
(“LOA”) and current bill) has been completed and returned to TelePacific in a timely fashion. Due to
porting requirements, TelePacific cannot accept any bills or LOAs older than thirty (30) days when
processing an LNP request. Once the request has been processed, it can take up to thirty (30) days
for the number to be moved to TelePacific. TelePacific will use its best efforts to work with you, the
customer, and the losing carrier to schedule the port completion on a date that best meets your needs.
Should the original cutover date need to be changed for any reason, TelePacific will work with the
losing carrier to accommodate a maximum of three (3) change requests at no additional charge to you.
Should further change requests become necessary, TelePacific may apply a Port Date Change
Request Fee in the amount of two hundred dollars ($200.00) for each additional change request.
15 Remote Users. We define a “remote user” as any user operating its telephony equipment without any
one of the following (a) a TelePacific provided circuit, (b) TelePacific managed router, (c) TelePacific
managed power of Ethernet (“PoE”) Switch, or (d) without an uninterrupted path from the TelePacific
managed PoE Switch to their Device. For these users, TelePacific provides no quality of service
guarantee, including those defined in the TelePacific Service Level Agreement (SLA) available on
TelePacific’s website: www.insidetelepacific.com. If a Device that is installed in a Remote User
environment experiences any deficiencies in call quality, you acknowledge that TelePacific will first
install or replace any non-TelePacific managed elements (circuit, managed router, managed PoE
Switch), and/or require you to connect your phone directly to the managed PoE Switch (if not already),
at your expense, before we can undertake any further troubleshooting steps.
16 Entire Agreement. In the event of a conflict between the Terms and Conditions of the Agreement and
the contents of this Addendum, the contents of this Addendum shall control.
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