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DualStream SF Lite
                                      12 Month Order Form

                                                                                        [image: image2.png]

 Valid until 30th September 2016
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1.  CUSTOMER DETAILS 

	Customer Name: 
(as per your bank account name including LTD/LLP/PLC etc)
	

	Business/Customer Type: 

Please confirm as appropriate
	Limited Company
	*Partnership

	
	*Sole Trader
	Residential

	Installation Address:
(Include company name if different to above)
	

	Billing Address if Installation Address is different:
	

	On-Site Contact:

(this person must be available to meet the BT engineer)
	

	On-site Telephone Number:
	

	On-site Mobile Number:
(Mandatory)
	

	E-Mail Address:
	

	*If sole trader/partnership please detail name & home address of owner/one partner:
	


2.  TECHNICAL CONTACT DETAILS 
	IT support company details:

(IT support company/In house contact)
	Name of IT support company: 

Contact Name: 

Mobile Number:  

Email Address: 

	** Please confirm which contact/s should receive email confirmation of DSL live date / connection details:
	1.  



	
	2.  







3.  SERVICE REQUIREMENT - Please circle the box/s to indicate the service required (+VAT)

DualStream SF Lite consists of the 2 circuits detailed below. The Voice Approved ADSL will support up to 4 simultaneous calls. The VDSL will be used for data. 
	 Service
	Connection 
	Monthly Rental 
(Standard Support)
	Additional 

Monthly Rental

(Plus support)
	Additional 

Monthly Rental

(Premium Support)

	SDSLM Circuit (Voice )
	£50.00
	£27.50
	
	

	DualStream SF Support
	
	£1.00
	
	

	VDSL 80/20 Premium
	£65.00
	£49.00
	£  10.00
	£  20.00

	DualStream SF Support
	
	£1.00
	
	

	Cisco 1921 Router including EHWIC-4ESG card & Rack Mount
	£624.00
	-
	
	

	Technicolor TG582n SDSLM Router
	£49.00
	-
	
	

	Technicolor TG589 VDSL Router
	£49.00
	
	
	

	1921 Advanced Support
	-
	£5.94
	
	

	TOTAL DualStream SF Lite
	£837.00
	£64.44
	
	


Please see section 6 for full details on upgrading from ADSL.
‘‘Normal Business Use" is defined as traffic that has a bursting profile, i.e. not using the full bandwidth all of the time, with the data being downloaded in the normal conduct of the customer’s business.’ Examples of classes of business or traffic profile that are not considered normal business use include internet café’s, peer to peer file sharing,  persistent streaming video or day time offsite backup.  If in Spitfire's opinion usage is not normal business use, customer will receive 1 month’s notice to reduce traffic levels and/or alter usage to what in our opinion would constitute normal business use.  

4. VDSL MODEM & ROUTER 

An Openreach engineer will visit and install a dedicated face plate on the analogue bearer line together with an Openreach owned VDSL2 modem to be located adjacent to the socket.  Spitfire will then provide a CISCO router into which both VDSL & SDSL M will be connected, this router will provide fully automatic failover between the circuits.  

Please ensure that you have two spare power sockets for these devices to use.
	Please confirm delivery address for Router: 
	

	Please confirm the contact name & daytime number for the person who will accept delivery of the Router:
	


	Analogue line Expedite: One off charge of £185.00.
	Yes    /    No


5. SECTIONS INCLUDING MAC CODE, CIRCUIT UPGRADES, TOTAL CARE & TELEPHONE LINES.
	Service
	VDSL 
	ADSL

	CIRCUIT UPGRADE
Please list Circuit contract/ Circuit Number if you are wishing to upgrade your existing Spitfire Circuit.
	Circuit 
Number:

Circuit 
Contract: 
	Circuit 
Number:

Circuit 
Contract:

	Which Care Level do you require on the VDSL circuit? 

Standard Care - 40 Clock Hour target clear time.
Total Care - 20 Clock Hour target clear time.

Total Care Plus - 7 Clock Hour target clear time.


Total Care requires 24/7 customer contact and site access.Please provide an out of hours contact name and number.
Please note if you dont select a Care Level Standard Care will automatically be applied
	Please Circle your chosen Care Level

Standard Care - £0.00 

Total Care - £9.20

Total Care Plus - £11.50
Contact 
Name: 

Mobile 
Number:
	N/A 
Enhanced Care already Included

	Existing BT analogue line numbers to be used for VDSL and SDSL: 

This line must be a single analogue BT line, (not part of a multi line group) presented on a standard BT socket:
	Tel No: 
	Tel No:

	Would you like Spitfire to take over this phone line? 

This ensures top level support & faster faults diagnostics.  

	Yes    /    No

Standard line rental is £10.00 plus £1.50 for Service Level 2 per Month    
	Yes    /    No

Standard line rental is £10.00 plus £1.50 for Service Level 2 per Month    

	Do you need a new analogue line installed?
Spitfire will order the analogue line and ADSL as a simultaneous provide which should mean that the ADSL will be live on the day that the line is installed.  Simultaneous provides have an approximate 90% success rate, but if they fail, the ADSL will normally be live 7 working days after the line has been installed.

Only BTW ADSL2+ circuits can be provisioned as a simultaneous provide.

Missed BT Appointments are charged at £100.00. Openreach must be given 48 hours notice or more when changing or cancelling appointments.
	Yes    /    No

Installation: £99.00
Standard line rental is £10.00 plus £1.50 for Service Level 2 per month unless another service level is requested below 

	Yes    /    No

Installation: £99.00
Standard line rental is £10.00 plus £1.50 for Service Level 2 per month unless another service level is requested below 


	Which Service Level do you require on these  analogue lines? 
(Service Level governs the response time/ target repair time on your line- See Spitfire’s Service Level Agreement for further details). Target repair times are detailed below:
Service Level 1: End of Next Working Day plus an additional Working Day, Monday to Friday excluding Public and Bank Holidays.

PLEASE NOTE WE STRONGLY RECOMMEND SERVICE LEVEL 2 OR BETTER FOR BUSINESS USE.
Service Level 2: End of Next Working Day, Monday to Saturday excluding Public and Bank Holidays.
Service Level 3: End of Next Half Working, Monday to Sunday including Public Holidays. Please note engineers only work 0700 hrs to 2100 hrs
Service Level 4: Clear within 6 hours, any time of day, any day of the year. Please note if Openreach cannot gain access to site out of hours Service Level will reduce to SL1.
	Please Circle your chosen Service Level

SL1 - £0.00 per Month


SL2 - £1.50 per Month

SL3 - £4.50 per Month

SL4 - £5.50 per Month 
	Please Circle your chosen Service Level

SL1 - £0.00 per Month


SL2 - £1.50 per Month

SL3 - £4.50 per Month

SL4 - £5.50 per Month 




6. IP ADDRESSES: FOR DATA & VOICE

	If this is replacing an existing Spitfire Circuit, would you like to retain 
your DSL connection, username, password and IP address 
configuration? 
Please note that port forwards on old Spitfire managed 
routers will NOT be automatically configured on any new routers.
	Yes – Go to page 6

No   – Please fill out the below


A single Public IP Address is free of charge and is normally used in conjunction with NAT/PAT and port 
forwarding to provide 253 private IP addresses on the customer LAN.  

Requests made at a later date will incur the same rental charge plus a £25.00 set-up charge.   
If public IP addresses are supplied, the details on this form will be used to populate the publicly available RIPE database.
	FOR THE VOICE CIRCUIT PLEASE COMPLETE THE BELOW:

	( NAT


1 public static IP address, 253 Private IP addresses on LAN
	Spitfire Managed Router Defaults:
· LAN router IP address is 10.0.0.254/24

· DHCP is turned ON

· The DHCP scope is 10.0.0.1 – 10.0.0.253

· NO port forwards are enabled.

To instruct us otherwise please choose and tick from the options below:

	
	(  Disable DHCP

	
	( My own choice of private IP addresses to be used:

Router IP address


IP address range to 
be served by DHCP.


	( Port forwarding:

Port number          IP address

25

other (please advise)




	FOR THE DATA CIRCUIT PLEASE CHOOSE ONE OF THE BELOW:

	( NAT


1 public static IP address, 253 Private IP addresses on LAN
	Spitfire Managed Router Defaults:
· LAN router IP address is 10.0.0.254/24

· DHCP is turned ON

· The DHCP scope is 10.0.0.1 – 10.0.0.253

· NO port forwards are enabled.

To instruct us otherwise please choose and tick from the options below:

	
	(  Disable DHCP

	
	( My own choice of private IP addresses to be used:

Router IP address


IP address range to 
be served by DHCP.


	( Port forwarding:

Port number          IP address

25

other (please advise)



	( No- NAT

Public IP addresses on LAN

	For customers who require a No-Nat Configuration there is a standard charge of £1 per month per IP address used.  

As in any subnet, the first IP address is used for the subnet ID and the last for the broadcast ID, the number of usable IP addresses is therefore below. Note that a usable IP address is defined as that available to be used for any router or device including the Spitfire or customer supplied main router.
Therefore the monthly charge and the number of usable IP addresses is as follows:

/30: £4 per month:      2 usable IP Addresses

/29: £8 per month:      6 usable IP Addresses   

/28: £16 per month:    14 usable IP Addresses
	Please choose which you require: 

/30: £4 pm


/29: £8 pm


/28 : £16 pm

	
	Will you be returning existing IP address space? If so please state addresses being returned.
	YES  /  NO



	
	What equipment will be used and how will it use the requested address space?  
Example below:

Equipment-name: Firewall
Manufacturer-name: Cisco

Model: ASA 5505
Quantity: 1 IP address

Please continue on separate sheet if necessary 

	Equipment-name:

Manufacturer-name: 

Model: 

Quantity:

	
	
	Equipment-name:

Manufacturer-name: 

Model: 

Quantity:

	
	
	Equipment-name:

Manufacturer-name: 

Model: 

Quantity:


7.  DOMAIN/EMAIL/WEB HOSTING

	Do you currently have your domain names/ hosted system with spitfire?

If yes please complete supplementary form on page 8 (Sections B1 – B5)
	Yes    /    No 





8.  SECURITY LEVEL

Please tick your choice of security level.  If opting for password protection, please confirm a choice of password. 

	Password Protection

Password:

	Please provide a password for your account. No changes or requests for information will be actioned unless the person making the request can state the password given.

	Fax Only Protection


	Changes or requests for information must be made by fax on company headed paper (or in the case of an individual a copy of a utility bill that identifies them), each time a request is made to change existing service or information is required regarding the service.

	No Security
	Anyone claiming to represent the customer can request passwords and changes to the VDSL2 service by phone, email or fax. This is the default security level. Spitfire will take no action to verify the identity of the person making the request or verify that the request is genuine.


9.  TERMS & CONDITIONS

· All Orders are subject to Spitfire’s full terms and conditions, available on our website: www.spitfire.co.uk under Service Level Agreements, ISP Services.

· Goods remain the property of Spitfire Network Services until paid for in full.

· Payment Terms - Monthly in advance. Rentals will be invoiced and paid in advance of the service period. Direct debit payment for your monthly invoice will be taken on or after the 5th last working day of the calendar month of invoicing.

· Minimum term 12 months or 24 months with Free Back up Circuit offer, with 1 months notice required for cancellation thereafter.

· If Primary circuit is ceased within minimum term the customer will be liable for 50% of outstanding charges due over the remainder of the minimum period. These charges will be payable immediately.

· If the Primary circuit is ceased at any stage, the corresponding Back up circuit will also be ceased unless the customer requests the Back up circuit is upgraded to a normal circuit. If the customer requests a back up circuit is upgraded, standard circuit pricing will apply and a new contract will incept. New contract terms will apply except there will be no connection charges and a new minimum period of 1 month will apply.

· All prices subject to VAT.

Please note a Cease Charge of £39.00 will be applied to your final invoice when you cease the circuit. Please note this charge does not apply to circuits that are migrated to another supplier.

10.  CONFIRMATION
Please arrange for DualStream SF to be installed as per the above order.  I acknowledge that the above details are 
correct.  I understand that any changes to the above will incur extra charges. 

It is the responsibility of the end user to cease any circuits or services, which become redundant as a result of the 
provision of the new ISP services provided by Spitfire.
	Customer authorised signature: …………………………………………             Date: ………………………………………………….
Customer name (please print): ………………………………………….             Position: ……………………………………………..



Please note the above information may be used for credit checking purposes. In addition we may ask for 
further information if required.N.B. VDSL2 requires an Openreach visit to install a VDSL2 modem converter on the customer premises – this unit does require a standard single power socket, which must be made available in the area where the VDSL2 circuit is required to be installed (next to existing BT analogue line to be used for VDSL2 circuit).
IMPORTANT INFORMATION ABOUT VDSL CIRCUIT UPGRADES
This document describes to the process that will be undertaken for the upgrade of your existing ADSL circuit.  The majority of upgrades proceed smoothly but it is important to understand the upgrade process and potential ramifications that may be involved.

[image: image4.jpg]
In order to minimise risk and ensure minimum downtime, Spitfire recommends installing VDSL on 
a separate analogue line from a current ADSL circuit.  Once the successful install of the VDSL connection has been confirmed, the old ADSL circuit would either be cancelled or retained as a backup circuit or migrated to SDSLM as part of this solution.  

If your business does not have an alternative connection to the Internet and will be adversely affected by loss of access, please contact your Spitfire Account Manager regarding the costs of installing a new, separate back-up circuit.  It is your responsibility to ensure your business does not suffer from this potential risk.

The upgrade process is detailed below: 

1. The upgrade date will be scheduled and confirmed via email prior to the upgrade.  The upgrade will require a site visit by an Openreach engineer. Spitfire utilise a single appointment slot; AM.  This timeslot is from 0800 hrs to 1300 hrs. If you are unavailable during your scheduled appointment or the Openreach engineer is unable to gain access to site, there may be missed appointment charges applied to your account.

2. If you have purchased a Spitfire managed router, the router will be dispatched by courier pre-configured for use with the migrated connection. This should arrive (at a minimum) the day before the upgrade date.

3. If you have not purchased a Spitfire managed router, the configuration details for the connection will be emailed prior to the upgrade.  These details will need to be forwarded to your IT Support Company (if applicable) who will need to configure your router.

4. On the day of upgrade, the Openreach engineer will arrive on-site during the scheduled appointment timeframe.  During the engineering work, you will experience some downtime whilst the supplier disconnects the telephone line carrying your broadband circuit from the existing network and reconnects it to the new network.  This downtime is normally around 30 minutes but may be greater depending on the scenario.

5. Once the Openreach engineer has completed the upgrade work, they will test your circuit with the router supplied.  It is important to confirm you have internet connectivity by plugging directly into the back of your router (whether supplied by Spitfire or yourself) at this time.

6. The upgrade process is not complete until 11.59pm on the day of the upgrade.  No faults may be logged with the supplier regarding a migrated circuit until after this time.  Your service may resume before 11.59pm but the full upgrade process is not complete until this time.

7. If you don’t have Internet connectivity after the upgrade date, you should contact the Spitfire Support Team on 020 7501 3030, saying that following the upgrade, your connection is still down.  Spitfire will liaise with the relevant supplier in investigating the fault.

8. There will be a 10 day training period for the router to optimise the performance of the circuit and to ascertain the best possible speeds.  During this time, you may experience variable (slower) speeds or an intermittent connection.  Please discuss this with your Spitfire Account Manager if you will be affected by this process.

Please note that if the upgrade fails, it may take up to 5 working days (depending on your service level) to re-establish Internet connectivity which is why a back-up circuit is strongly recommended. A Back up circuit can be ordered on the following page.  
DOMAIN, EMAIL & WEB Supplementary Information

A1.  DOMAIN NAMES

One off charges: Managed domain name registration: £50.00 for .com domains & £25.00 for .co.uk domains. (Registration fees apply
 for 2 years). Managed domain name transfer: £50.00 Monthly Rental: £2.00 per domain pm. 

	Would you like Spitfire to host your Domain name(s)?
	Yes    /    No


Please note that you will be sent a renewal notice by your International Registrar for any international domain (i.e. .coms) two years 
after registration. If you wish to keep the domain(s), you must pay them directly. We will continue to host the domains & provide 
any associated services.  

	Domain/s to be transferred:
	

	Domain/s to be registered:
	



Spitfire recommends that domain names are transferred or registered after a DSL has been migrated or connected. If commencement of a domain transfer or registration is required to start immediately, please tick your requirement below:                  
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NB Not all ISPs will allow you to transfer your domain name and some may charge you to transfer a domain name to 
another Internet Service Provider.

A2.  E-MAIL

Please tick which option is required:

	POP3/IMAP

(Please list below)

50p per mail box per month
	SMTP 
(please advise IP address if known)  

£5.00 per month
	                N/a  

   

	If POP3 E-Mail 

Please list required addresses, i.e.

bob@yourdomain.com or bob@spitfireuk.net
	


A3.  ANTI-VIRUS AND SPAM FILTERING

Please tick the relevant box if you require our Spam Filtering Service and/or Anti-Virus service:

	Type of Filtering
	SMTP Mail Feed
	POP3/IMAP – per mailbox

	Spam Filtering
	£5.00 per month
	50p per month

	Anti-Virus and Spam Filtering


	Up to 20 users: £25.00 per month

Up to 50 users: £50.00 per month
	 £2.00 per month


A4.  WEBSITE DETAILS (PLEASE SELECT ONE OF THE FOLLOWING)

	Do you have a website?
	Yes    /    No

	Would you like Spitfire to host your website?

£5.00 per 50 MB pm. £1.00 per additional 10MB required pm?
	Yes    /    No

	If web site is hosted elsewhere please provide either an IP address or a hostname for the site:  
	Yes    /    No


A5.  REGISTRANT DETAILS FOR DOMAIN TRANSFERS

Where the registrant / current domain host contact details differ from those of the customer, please confirm the following:

	Name of Company who own and host the domain:


	Company Contact:
	Contact Tel. No: 


	Contact Fax No: 
	Contact Email Address:


	Name of Current ISP(if known):
	User name & password for ISP hosting the domain – e.g. control panel access (if known):
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SPITFIRE NETWORK SERVICES LTD
THE PRINTWORKS
139 CLAPHAM ROAD

LONDON FOR SPITFIRE NETWORK SERVICES LTD OFFICIAL USE ONLY
“This s not part of the instruction to your Bank or Building Society.
SW9 OHP

Company Registration No:

Name(s) of Account Holder(s)

Bank/Building Society account number

Please complete and return this form to Spitfire by post (see top left for
address) or fax to 020 7501 3051

Branch Sort Code Instruction to your Bank or Building Society
Please pay SPITFIRE NETWORK SERVICES LTD Direct Debits from
the account detailed in this Instruction subject to the safeguards assured
by the Direct Debit Guarantee. | understand that this Instruction may

Name and full postal address of your Bank or Building Society remain with SPITFIRE NETWORK SERVICES LTD and, if so, details will
To: The Manager Bank/Buiding Society be passed electronically to my Bank/Buiding Society.
Address Signature(s)
Posicods Daie
Reference

This guarantee should be detached and retained by the Payer.

The q Joebit
Direct Debit
Guarantee

 This Guarantee is offered by all banks and building societies that accept instructions to pay Direct Debits

« Ifthere are any changes to the amount, date or frequency of your Direct Debit SPITFIRE NETWORK SERVICES LTD wil notify
you 10 working days in advance of your account being debited or as otherwise agreed. _If you request SPITFIRE NETWORK
SERVICES LTD to collect a payment, confirmation of the amount and date will be given to you at the time of the request

« Ifan error is made in the payment of your Direct Debit, by SPITFIRE NETWORK SERVICES LTD or your bank or building
society, you are entitled to a full and immediate refund of the amount paid from your bank or building society
- If you receive a refund you are not entitled to, you must pay it back when SPITFIRE NETWORK SERVICES LTD asks you

to

 You can cancel a Direct Debit at any time by simply contacting your bank or building society. Written confirmation may be
required. Please also notify us.





Connection / Migration 
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