LANnet - ADSL-Homeworker
Service Definition
SD011 v1.2
Issue Date 18 Nov 08

ADSL-Homeworker Service Definition
Service Overview
The InTechnology ADSL-Homeworker Service represents one of the connectivity options
within the InTechnology LANnet Service portfolio. It provides a low-cost 'wires only' service
directly to the users of the service. It is a basic broadband service for businesses wishing
to select, configure, deploy & manage their own customer premises equipment (CPE). This
Service includes access from the 'spoke' sites into the 'core' network but a managed
connection is required to deliver traffic into the Customer's head office, corporate data
centre and/or hosting centre (if required). The Service can only be deployed in larger
quantities and the minimum order is currently 20 connections.
Service Description
InTechnology ADSL-Homeworker is a scalable product that can be used to deliver either:

o

Internet access

o

Or a traditional corporate (MPLS) VPN access service

This service requires a BT sourced telephone line which can be an existing line or a new
one supplied by InTechnology. The price of the broadband connectivity does not include
the telephone line. The product offers 2 variants: Corporate and SOHO with several
bandwidth options. See table below:
Service

Upstream Speed

Downstream Speed

Adaptive between
64-250Kbits

500Kbits

ADSL-Homeworker Corporate 1000

Up to 250Kbits

1Mbits

ADSL-Homeworker Corporate 2000

Up to 250Kbits

2Mbits

ADSL-Homeworker Corporate Max

Adaptive between
64-832Kbits*

Adaptive between
288Kbits -8Mbits*

ADSL-Homeworker SOHO 2000

Up to 250Kbits

Up to 2Mbits

ADSL-Homeworker SOHO Max

Adaptive between
64-448Kbits*

Adaptive between
288Kbits-8Mbits*

ADSL-Homeworker Corporate 500

* The actual speed of operation will depend upon factors including the noise conditions and
length of loop over which the service is provided.
InTechnology ADSL-Homeworker Corporate has a low contention ratio making the service
robust during periods of high network demand.
InTechnology ADSL-Homeworker SOHO has a higher contention ratio making the service
ideal where cost is paramount and the required throughput is low.

Service Design
A dedicated telephone line is required to deliver the ADSL service. By using a splitter, the
line can also be used to make and receive telephone calls (the splitter should be supplied
by the Customer if required). The telephone line can be an existing or newly provided and
must be connected to the BT network. InTechnology can provide lines as an optional extra.
In addition to the telephone line, an ADSL terminating device will be required (typically a
router or modem). If required, InTechnology can identify, supply and install a router to
terminate the lines (cost options). The Service is delivered over the access circuit and on
to the InTechnology resilient and diversely routed network. User connections are
authenticated on the InTechnology resilient authentication servers and the data tunnels
delivered to the appropriate customer 'VPN' (virtual private network). Customers would
typically take a managed access service (possibly Ethernet Service or Leased Line Service)
to deliver the VPN traffic to a head office or data centre location. As an alternative, the line
can connect directly to the Internet as opposed to the corporate VPN.
The table below details the rates supported on the InTechnology unmanaged ADSL
Homeworker Service end user access circuits. Technical limitations may further dictate
maximum data speeds that can be achieved.
Parameter

InTechnology ADSL-Homeworker
500

1000

2000

Max SOHO

Max Corporate

Yes

Yes

Yes

Yes

Yes

576kbit/s

1152kbit/s

2272kbit/s

Up to
8128kbit/s*

Up to
8128kbit/s*

Upstream user
ATM rate

Adaptive
between
64kbit/s and
288kbit/s*

288kbit/s

288kbit/s

Adaptive
between
64kbit/s and
448kbit/s*

Adaptive
between
64kbit/s and
832kbit/s*

Fast Mode
(single latency)

Yes

Yes

Yes

Note 1

Note 1

ITU G.992.1
Downstream
user ATM rate

* The actual speed of operation will depend upon factors including the noise conditions and
length of loop over which the service is provided.
Note 1: Interleaving may be enabled as part of the dynamic line management process. See
below.
Dynamic Line Management (DLM)
Dynamic line management operates on the ADSL Homeworker Corporrate / SOHO Max
Service only. DLM effectively enables the tuning of lines performance to ultimately provide
the improvement in the level of service delivered to the end user. Historical performance
data will be gathered periodically from the lines and this will be used to identify those lines
which are performing badly. These lines will then be re-configured automatically (if
possible) to give an improvement in their overall ADSL performance and stability. This reconfiguration will result in a short break (typically 20 seconds) in the end user service.

It is possible that re-configuration of a line could occur daily until a stable configuration is
found although it is expected that the majority of poorly performing lines will only require
1-2 re-configurations before reaching a stable point. The DLM process may result in a
decrease in the ADSL line rate, but this will only occur where a line is identified as
performing badly at a higher rate. DLM will also use interleaving to fix problem lines, and
this will result in an increase in the delay over the connection, which may affect some
delay sensitive services (e.g. gaming, video, VoIP). The DLM process may also be applied
manually as part of the standard repair process following an end user fault report.
Lead times
The target lead time to provide orders is between 10 and 15 working days and depends on
the availability of a line. Actual time may vary depending on customer availability for
appointment and any additional infrastructure shown to be required by the line plant
survey.

Service Level Agreement
The InTechnology ADSL Homeworker service is a 'wires-only' delivery, i.e. InTechnology
does not monitor or manage the customer premises equipment (CPE). A fault affecting an
end user access circuit would need to be reported to InTechnology by a member of staff
within the Customer's fault centre. InTechnology will check the configuration of its internal
broadband systems and also remotely the systems of the broadband infrastructure supplier
(currently BT). If these systems do not identify a fault, InTechnology will seek
authorisation from the customer to arrange for an engineering visit by the broadband
infrastructure supplier. If, as a result of an engineering visit, the broadband infrastructure
supplier determines that there is no fault on the broadband infrastructure and the
broadband infrastructure supplier levies a charge, InTechnology will pass the charge on to
the customer and the customer agrees to pay the charge.
The InTechnology LANnet Service SLA relates to the time for service restoration (TSR)
should a fault occur.
The TSR is defined as the time period between fault detection and restoration of service.
The TSR starts when InTechnology acknowledges the customer's reported fault. The
maximum TSR of the service offered is shown in the following table.

Service Level Availability – Time for Service Restoration
Service
ADSL Homeworker with standard care
ADSL Homeworker with enhanced care

Time for Service
Restoration
48 clock hour
24 clock hour

InTechnology offers two levels of care on ADSL lines; ‘enhanced care’ builds on the
‘standard’ level and offers a reduced TSR (additional charge applies).
ADSL standard care offers a 48-clock hour clear with no guaranteed response time, and is
supported by a Service Level guarantee. No out of hours engineering visits are scheduled
under ADSL standard care.
ADSL enhanced care (EC) offers a 24-clock hour clear with a 3-hour response time, and is
supported by an improved Service Level guarantee. Out of hours engineering visits to site
may be used to complete a repair if unrestricted access is available. Unrestricted site
access is required to deliver the TSR SLA.

Levels of service for PSTN
It is important that the telephone line over which the ADSL service will be delivered has a
similar level of care as the ADSL service it’s self. If inTechnology is asked to supply a new
line and the ADSL enhanced care option is chosen, the phone-line service level is
automatically upgraded.
BT Open Reach provides PSTN connectivity upon which InTechnology’s DSL services are
operated. InTechnology mirrors BT’s service care levels adopting them as an integral part
of the DSL portfolio.
Care Level 1: Provided as minimum repair service for normal PSTN circuits.
Operates during working hours (0800 - 1700 hours Monday to Friday, excluding Public and
Bank Holidays). BT aim to respond to a fault report received before 1700 hrs on one
working day by the end of the next working day. Where a fault is reported outside normal
working hours, the fault will be treated as if it has been reported at the beginning of the
next working day. Work will only be carried out during working hours
This is appropriate for the standard level of care on the broadband service
Care Level 3: Provides enhanced repair service for normal PSTN and circuits.
Operates 24 hours per day, 7 days per week including Bank and Public Holidays. BT will
respond within 4 hours of receipt of a fault report. If the fault is not cleared during this
period BT will advise the Nominated Contact of the progress being made to clear the fault.
This level of care should be applied to PSTN lines over which broadband services with
enhanced care are delivered.
Service Credits
InTechnology shall pay the Customer by way of Service Credits, a sum equal to one hour's
Service Charge (exclusive of VAT) for each full-completed hour in excess of the TSR based
on the following calculation.
Service Credit = (Monthly Service Charge)
Number of hours in a month

x

Full completed hr(s) in excess of TSR /

Customer Premises Equipment (CPE) faults
Customers can opt to purchase service terminating equipment (CPE) from InTechnology as
a service 'add-on'. InTechnology will replace hardware that develops a fault (in-line with
the manufacturers guarantee) within 12 months from the date of delivery. When a faulty
device is returned, InTechnology will aim to dispatch an unconfigured replacement part
within 14 days. It is advisable for Customers with large deployed estates to hold spares
locally in order to reduce the impact of device failure.

