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1. Introduction 

FlexIO Voicemail (hereafter the ‘Service’) is a self-learning, next generation voicemail solution providing: 

• Voicemail-to-email functionality 
• Professional and/or personal greeting 
• Multilingual greetings 
• Urgency indicator 
• Out-of-office capability 
• Manager-assistant function 
• Customization capabilities on account and user level of the graphical interfaces and audio interface 

(IVR) or integration with customer information technology system(s) 
• Monthly reporting to provide insight into missed calls 
• Possibility to act as voicemail for both mobile (guaranteed) and fixed (validation needed) numbers 

 

The Service is based on the following Solution Elements/Service Components:  

• An Account Domain, which defines the account settings and capabilities and is either Standard 
(providing the standard Service capabilities, Service Number and graphical and audio interfaces 
(IVR)) or Customized (providing custom Service capabilities and integration(s), custom Service 
Number and custom graphical and audio interfaces) (“Account Domain”); 
 

• A Service Number which is the phone number where a call is forwarded to in case an End User is 
not reachable and via which the End User can listen to his voicemail messages and manage his 
voicemail (“Service Number”); 

 
• A set of three (3) End User Onboarding Interfaces to onboard eligible End Users: 

o Self-onboarding via URL 
o Assisted Onboarding via email 
o Preconfigured Onboarding via email 

(“Onboarding Interfaces”); 

 
• A Voicemail Box enabling a caller to leave a voicemail message for the End Users (“Voicemail Box”); 

 
• An End User Online Configuration Guide providing a graphical interface of the voicemail 

management menu (“Online Configuration Guide”); 
 

• A Voicemail Management Menu enabling the End User to configure his voicemail to his own 
preferences (“Voicemail Management Menu”); 
 

• An Email Service that sends the Voicemail messages and, if available, Voicemail message 
transcriptions after the recording to the End User (“Email Service”); 
 

• An SMS Service via Shortcode 8937 that sends SMS notifications to inform the End User about left 
Voicemail messages (“SMS Service”); 
 

• A Monthly Report providing Insights to the predefined Customer Contacts about the number of 
missed calls and left Voicemail messages (“Monthly Report”). 
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• Customization of the Service is possible and consists in Customer specific developments for the 
Service, and/or integrations with Customer specific IT systems in order to automate Customer 
specific processes. For instance, integration of the Service with a Customer Relationship 
Management system (CRM system) or Microsoft Exchange is possible (“Customization”). 

 

As a pre-requisite the Customer must have and maintain a valid Mobile Connectivity Agreement with 

Proximus in order to make use of the Service. 

In addition, the Customer acknowledges and accepts that it can only use the Service on top of mobile 

subscriptions from a Mobile Operator other than Proximus (eg. Orange, Telenet, BASE, Mobile Vikings,…) 

for maximum 10% of the mobile subscriptions, compared to the number of mobile subscriptions the 

Customer has with Proximus for the Service. In case the Customer has reached the aforementioned cap of 

10%, then Proximus is entitled to (i) refuse the onboarding/activation of such additional End Users or (ii) 

remove the additional End Users from the Service as it sees fit. 

The functionality of the Service is described more in detail in the ‘Functional Service Description’ Chapter 

whereas the support Services (‘Assist and Care Services’) provided to the Customer during the 

implementation and the operational phases are described respectively in Chapters ‘Implementation Phase’ 

and ‘Operational Phase’. 

2. Service Overview 

 

The tables below list the functionality and activity types that may be included in the Service (also called 

Service Components). The Service Components are: 

• included in the Service by default (‘DEF’);  
• or optional (‘OPT’) and must be selected by the Customer;  
• or subject to a separate contract (‘SC’)   
• or not applicable (‘NA’). 

 

Once the Service Components have been selected through the Order Form, the scope of this Agreement 

is defined. Adding or changing Service Components will lead to a new Agreement. 

The Service is available as either Standard or Customized.  

2.1. Functional Service  

 

Solution Elements DEF/OPT/SC 

Account Domain DEF 

Service Number DEF 

Onboarding Interfaces DEF 
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Online Configuration Guide DEF 

Voicemail Box DEF 

Voicemail Management Menu DEF 

Email Service DEF 

SMS Service DEF 

Monthly Report DEF 

Customization OPT 

 

2.2. Assist and Care Services 

The support provided by Proximus during the Implementation and Operational phases is applicable to the 
Solution Elements listed per Service Component in the table below. The Service does not include activities 
relating to any other Solution elements.   

 

 

Assist and Care Service Component  Solution Elements    

Implementation phase  

Assist • Service Activation  • DEF  

Customization • Service Activation • OPT 

Operational phase  

Service Desk  • All Solution elements  • DEF  

Incident Handling  

Remote Diagnostics  • All Solution elements  • DEF  
  

Remote Intervention  • All Solution elements  • DEF  

On-site Intervention  • All Solution elements  • DEF  

Configuration Handling  

Configuration Documentation • Customization • OPT 
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Configuration Restore   

• Customization  

  

• OPT  

Change Handling • Customization 
  

• OPT  

Updates and upgrades • All Solution elements  • DEF  
  

 

3. Functional Service Description 

3.1. Account Domain 

The Account Domain enables the access to the Service for a Customer and its End Users and is setup by 

Proximus based on the Intake Form that provides an overview of the different configurable settings of the 

Service and that can be configured to the liking of the Customer. The Account Domain defines the graphical 

interface of the Service (look & feel of the interfaces), the standard Voicemail message template and the 

settings which the End Users can configure. The Account Domain is either Standard or Customized. 

The Standard Account Domain means the Account Domain configured according to the preferences of the 
Customer and linked to the Standard Service number (+3280281040). 
 
The Customized Account Domain means the Account Domain configured according to the preferences of 
the Customer and linked to a Customized Service Number.  
 

3.2. Service Number 

The Service Number is the phone number where a call is forwarded to in case an End User is not reachable. 

This is also the phone number that the End User needs to dial to listen to his voicemail messages and to 

manage his voicemail settings. 

The Service Number is either the Standard Service Number (+3280281040) or a Customized Service 

Number that is a Belgian fixed phone number and that can be selected by the customer out of the available 

pool of Belgian fixed phone numbers. 

The Service does not include the transfer costs that might occur when forwarding a call to the Service 

Number. 

3.3. Onboarding Interfaces 

Once the Account Domain is setup, the Customer can choose between three (3) End User Onboarding 

Interfaces for the onboarding of its End Users. 
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• Self-onboarding via URL: an URL where End Users can enter the required data to onboard to the 
Service. The required data being, language (French, Dutch or English), first name, last name, email 
address and optionally the fixed phone number. 
 

• Assisted Onboarding via email: onboarding can be initiated by the Customer via a mailing campaign to 
the End Users when the required data to onboard to the Service (language, first name, last name, email 
address and optionally the fixed phone number) are known to the Customer and available for upload 
in the Email Service. The End User should only select his preferred user profile (Classic, Professional or 
Innovator) and send the automatically generated onboarding SMS to short code 8937. 

 
• Preconfigured Onboarding via email: in case the Customer chooses not to offer the option to the En 

Users to select a preferred user profile, but to only offer one user profile, the Preconfigured 
Onboarding via email will send an email to the End Users allowing them to onboard via a preconfigured 
link triggering an automatically generated onboarding SMS to short code 8937. 

Independent from the Onboarding Interface used, once an End User has opted to onboard to the Service, 

the forwarding number must be changed to the applicable Service Number of the Customer, being the 

Standard Service Number or a Customized Service Number. The End User receives via email a link that 

triggers a USSD command via which it can change the forwarding Number from the legacy voicemail 

number to the Service Number. 

3.4. Online Configuration Guide 

An Online Configuration Guide for End Users is available online explaining the different Service settings 

and how an End User can manage or configure them. In addition, the Online Configuration Guide provides 

a Frequently Asked Questions list. The Online Configuration Guide is a public web-based guide which can 

be customized to align with the Customer branding and settings as defined in the Account Domain. 

3.5. Voicemail Box 

Once an End User is onboarded to the Service, callers will be redirected to the Service Number in case the 

End User is not reachable. The End User’s Voicemail Box shall (i) inform the caller when the End User is out 

of office/unavailable, (ii) enable the caller to indicate if a message is urgent, (iii) inform the caller that his 

message will be delivered to the End User’s delegate when applicable and (iv) enable the caller to select 

the language he used for the message.  

The Voicemail Box is limited to speech messages. SMS, MMS, data communications, video calls and fax 

communications are out of scope. 

3.6. Voicemail Management Menu 

In case an onboarded End User calls the Service Number from his onboarded mobile or fixed number, he 

arrives on the Voicemail Management Menu from which he can: 

• listen to his voicemail messages 
• leave a note to self 
• manage his greetings 
• manage his email and SMS notifications 
• manage his preferred profile: 



 

 

Proximus PLC under Belgian Public Law, Bd. du Roi Albert II 27, B-1030 Brussels, Belgium 

VAT BE 0202.239.951, Brussels Register of Legal Entities, Giro BE82 2100 0008 8968 GEBABEBB Page 7 of 22 

Sensitivity: Confidential - Not for you? Notify the sender and delete. See more on https://www.proximus.com/respect-confidentiality 

o Classic: One greeting message that the End User records itself like the classic voicemail. End 

User only interested in receiving its voicemail message by email. 

 

o Advanced: a professional and a personal greeting message, based on either the time of day 

or the specific caller numbers. The End User will have all features unlocked. 

3.7. Email Service 

The Email Service sends the voicemail message link and, if available, the voicemail message transcription 

after the recording, to the End User. In case the caller indicated the message is urgent, the Email Service 

will indicate the urgency in the subject and content of the email. In addition, the Email Service can be used 

by Proximus to send onboarding emails to the End Users. The Email Service can be aligned with the 

Customer branding and settings as defined in the Account Domain. 

3.8. SMS Service  

The Service makes use of an SMS Service via short code 8937 for sending SMS notifications to inform the 

End User about Voicemail messages, while indicating the length of the message and the urgency if 

applicable. Also, the SMS Service is used during the onboarding of End User to send the needed data to 

onboard. 

3.9. Monthly Report 

The monthly reporting will provide insights to the Customer about the number of missed calls and left 

Voicemail messages on aggregated Customer level. A monthly report is generated and send to the 

predefined Customer Contacts per email in pdf format.  

3.10. Customization 

Optionally, the Customer can request Proximus to customize the Service. The Customization can consist 

in Customer specific developments for the Service, and/or integrations with Customer specific IT systems 

in order to automate Customer specific processes. For instance, integration of the Service with a Customer 

Relationship Management system (CRM system) or Microsoft Exchange is possible 

Customization always requires a Customized Account Domain with a Customized Service Number. The 

scope of the Customization must be documented and quoted on an Order Form and signed by the 

Customer. 

4. Implementation Phase 

4.1. Ordering 
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The Customer orders the Service by submitting the relevant Order Form, duly completed and signed, to 

Proximus. In this Order Form, the Customer should specify the following, among other things: 

• the scope 
• the selected options 

 

4.2. Assist Services 

As soon as it receives the duly completed and signed Order Form (including the annexes), Proximus will 

start the implementation activities of the Service. 

Only Proximus or its subcontractors are allowed to carry out the implementation activities below. All 

implementation activities are performed during Business Hours.  

Proximus carries out the following activities when implementing the Service:  

• Intake call with Customer’s technical contact person to:  
o review the Intake Form that provides an overview of the different configurable setting of 

the Service and that can be configured to the liking of the Customer. 
o Define the detailed design of the integrations in case of Customization 
o Define the detailed requirements of developments in case of Customization 

 
• Configuration of the Standard Account Domain, or optional Customization: 

o Optional Customized Account Domain setup and configuration 
o Optional Service development 
o Optional Integration(s) 

 
• Validation of the configuration or optional Customization  
• End User roll-out planning 
• Service Activation 

 

Once the Service is activated, it will be deemed as having been made available to the Customer. 

In order to avoid any misunderstandings, Proximus draws the Customer’s attention to the fact that the 

following activities are not included in Proximus’ implementation of the Service, except if expressly agreed 

and specified in the Order Form: 

• Customized Domain setup when not selected by the Customer in the Order Form 
• The integration services when not selected by the Customer in the Order Form 
• The development services when not selected by the Customer in the Order Form 

 

4.3. Optional Integration Services 

As an option, the Customer can request Proximus to integrate the Service to the Customer’s ICT 

infrastructure. Such integration shall be performed by Proximus in compliance with the Scope of Work 

annexed to the Order Form and approved by the Customer.   
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At the end of integration, Proximus will take care of all packaging and other waste material (if any) and will 

invite the Customer to do an acceptance of the integration. The acceptance procedure is described in the 

General Terms and Conditions for Professional Customers (see Article Configuration and installation). 

4.4. Implementation Timing 

Provided that all prerequisites are met at conclusion of the Agreement, Proximus makes every effort to 

ensure the activation of the Service occurs within (two) 2 weeks as from Proximus accepts the Customer’s 

Order form. In case of Customization, the implementation timing shall be agreed in mutual agreement 

between Proximus and the Customer in the Order Form. 

In case of delay, Proximus informs the Customer of the status of his order, the delay and the reason for it. 

Proximus also communicates a new planned installation date to the Customer. No compensation will be 

due by Proximus.  

4.5. Acceptance  

At the end of installation and configuration, Proximus will take care of all packaging and other waste 

material and will invite the Customer to do an acceptance of the configuration and installation. The 

acceptance procedure is described in the General Terms and Conditions for Professional Customers (see 

Article Configuration and installation). 

5. Operational Phase 

This chapter describes the support provided by Proximus as from the acceptance of the Service until the 

end of the Agreement. Under the Agreement the Customer benefits from Reactive Care support meaning 

Proximus provides it with reactive support to shorten Incidents through interventions and replacements. In 

order to avoid any misunderstanding, Proximus draws the Customer’s attention to the fact that Change 

Handling activities are subject to a separate agreement. 

5.1. Service Desk Access 

The Service Desk is the interface between the Customer and Proximus for all aspects of the Service, 

including receiving, recording, registering and escalating Incidents and other requests. The Service Desk 

allocates resources (first line, second line, experts) and communicates regularly with the Customer. 

Proximus provides the Customer with centralized Service Desk Access by email. The Service Desk is only 

accessible to authorized Customer representatives via the following channel: 

Service Desk Access 

Email 
support@enco.io 

 

5.2. Incident Handling 
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The activities related to Incident Handling carried out by Proximus aim at resolving or diminishing the 

consequences of an Incident within the agreed Service Level. Travel costs and patches/Updates are 

included in the Service fee provided that the intervention takes place in Belgium.  

5.2.1. Remote Diagnostics 

The main goal of Remote Diagnostics is to assess and analyse the reported Incident, determine the cause 

and validate the impact of the Incident – either verbally, or by accessing the Customer environment via a 

remote connection.  

Proximus will take actions to pinpoint the cause of the error and the location of the failing component. This 

includes identifying issues with configuration files and performance issues.  

Remote Diagnostics allows Proximus to determine which actions should be taken to solve the Incident. 

5.2.2. Remote Intervention 

In case a workaround or permanent solution has been identified and provided that the Incident 
can be solved remotely, Proximus will start a remote intervention. This may include a field 
intervention in any location where the Solution element is located, except at the Customer Site. 
The Customer is informed about the progress on a regular basis.   
 

Proximus restores the configuration of the Solution element in scope based on the latest available 

configuration backup.    

5.2.3. On-site Intervention 

In case an Incident cannot be solved remotely, an On-Site Intervention will be performed by Proximus at 

the Customer’s Site, at a mutually agreed time. 

Proximus restores the configuration of the Solution element in scope based on the latest available 

configuration backup.    

5.2.4. Configuration Restore 

In addition to the Remote/On-site Interventions, Proximus, if required for Service restoration purposes, 

Proximus will seek to restore the Configuration of the Solution element in scope, based on the 

configuration backup provided by the Customer.  

In this regard, the Customer shall perform a backup of the configuration of all Solution elements in scope 

of this Agreement. A first backup has to take place before the activation of the Service and has to be 

performed on a regular basis, and at least each time there is a change in the configuration of the Solution 

elements. The Customer keeps the backup at Proximus’ disposal for restoration purpose. If the Customer 

fails to do so, Proximus shall not be able to perform the Service. 
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6. Service Levels 

This chapter describes the applicable Service Levels Objectives. These are described in the tables below. 

6.1. Scope  

 

These Service Levels are applicable, within the Service window(s) set out below, once the implementation 

phase has been accepted by the Customer in compliancy with the General Terms and Conditions for 

Professional Customers. 

The Service Levels only apply to the Service described in this document and to Incidents for which Proximus 

is responsible.  

The following are excluded from the Service Level calculation (application of the “stop clock” principle):  

• Incidents, delays or events preventing Proximus from providing the Service because of the 
Customer, Force Majeure event, a connectivity problem, or a third party,  
• Time outside the Servicing Window, and  
• Planned works (including interruptions for maintenance). 

No Service Levels are applicable for On-demand Support. 

6.2. SLO  

The SLO defines an obligation of means (obligation de moyen/middelenverbintenis). Therefore, any 

breach of the SLO cannot be regarded as a material breach. In case of a breach, no Service credit can be 

claimed. 

6.3. Service windows 

Service levels are applicable within the selected Service window.  

The Service Window is the timeframe during which Incident Handling activities are carried out. The 

following windows can be selected in the Order Form: 

 

Service Window Acronym Applicable on Service Window Hours 

Standard Service Hours SSH All Solution Elements Monday-Friday 9:00-17:00 CET/CEST 

Except Belgian public holidays 

 

6.4. Standard Change Implementation Window 

The Change Implementation Window is the window during which Standard Changes in the scope of this 

Service will be executed. The Standard Change Implementation Window is as follows: 
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Service Window Acronym Service Window Hours 

Standard Service Hours SSH Monday-Friday 09:00-17:00 CET/CEST 

Except Belgian public holidays 

 

6.5. Incident Priority 

In case the Customer detects an Incident, the Service Desk can be contacted by the Customer. The Service 

desk will assign an Incident priority based on the Incident’s impact. 

If, after a diagnostic, the Incident’s impact does not correspond to the impact indicated by the Customer 

when the Incident ticket was created, Proximus will correct the assigned Incident priority. 

 

Priority definitions 

P1*   Service completely interrupted 

P2   Service severely degraded (critical business functions) or backup active  

P3   Limited impact (business processes can continue)  

P4   No impact/request for info 

 

6.6. Planned Maintenance Window 

The maintenance or development of the Service may require Proximus to restrict or temporarily suspend 
the Service. In that case, Proximus will (1) make maximum use of the Service’s planned works window as 
defined below and (2) limit the period of restriction or suspension to the time needed for the applicable 
interventions.  

In any case where planned maintenance works entail a Service interruption of more than 30 minutes, 
regardless of whether these works take place within or outside the planned maintenance window, 
Proximus shall use reasonable efforts to notify by any means the Customer five (5) Business Days before 
the start of the planned maintenance works (including publication of a notice on the Self-Service portal).  

 

Service Window Acronym Service Window Hours 

Planned Maintenance 

Window 

SSH Monday-Friday 09:00-17:00 CET/CEST 

Except Belgian public holidays 

6.7. Service Level Description 
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SLO KPI Definition Applicable on Target Valid for 

Incident Response Time The time inside the agreed 

Servicing Window between 

the ticket creation and the 

start of the 

troubleshooting by 

Proximus, minus all time as 

a result of an event for 

which the stop-clock 

principle is applicable. 

Remote 

Diagnostics 

For all Solution 

elements 

Best effort P1 and P2 Incidents 

Service Restoration Time The Service restoration 

time is defined as the time 

between the ticket creation 

and the resolution of an 

Incident on the Solution 

element, within the agreed 

Servicing Window and  

minus all time as a result of 

an event for which the stop 

clock principle is applicable. 

Remote/On-site 

Intervention 

For all Solution 

elements 

Best effort P1 Incidents 

Yearly Service availability The device/service 

availability is computed as 

follows: 

100*(1 – Net 

Downtime/Total Time 

(24/7)) = device/service 

Availability %  

 

where Net Downtime is the 

time during which a P1 

incident ticket is open, as a 

result of a Solution 

element not being 

available during its 

Servicing Window minus all 

time as a result of an event 

for which the stop clock 

principle is applicable, and 

where Total Time is the 

time period over which the 

Availability is calculated. 

Device/Service 

Availability 

Monitoring 

For all Solution 

elements 

Best effort P1 incidents 

Incident Ticket Creation Time The time between the 

Incident notification (via 

the Service Desk) and the 

creation of an Incident 

ticket in the ticketing 

system. 

Service Desk 

Access 

For all Solution 

elements 

15 minutes P1 and P2 Incidents  

Service Restoration Time The device/Service 

restoration time is defined 

as the time between the 

ticket creation and the 

resolution of an Incident on 

the Solution element, 

Remote/On-site 

Intervention 

For all Solution 

elements 

Best effort P2 Incidents 
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within the agreed Servicing 

Window and  minus all time 

as a result of an event for 

which the stop clock 

principle is applicable. 

Urgent change 

implementation time 

Time for the 

implementation of urgent 

standard Changes, 

calculated as from the 

registration of the Request 

for Standard Change  (time 

of Change Ticket Creation) 

until the end of its 

execution by Proximus ( 

Change Ticket Closed). 

Standard changes 

For all Solution 

elements 

Implementation time 

will be provided  

once Request for 

Standard Change 

has been provided to 

Proximus 

N/A 

 

7. Specific Terms and Conditions 

7.1. General information  

7.1.1. The General Terms and Conditions for Professional Customers together with this Contractual Service 

Description (including these Specific Terms and Conditions), the Order Form, the Contract Summary (in 

cases required by law), the Offer (if any) and the Price List constitute the “Agreement” between Proximus 

and the Customer. The Agreement sets out the rights and obligations of Proximus and Customers with 

regard to the provision of the Service. 

7.1.2. In the context of this Agreement “Customer” means: a legal person or de facto association with more 

than nine (9) employees (calculated in accordance with articles 1:24 or 1:28 of the Belgian Companies and 

Associations Code). 

7.1.3. It is recommended that you keep a copy of this Contractual Service Description. 

7.1.4. As a pre-requisite the Customer must have and maintain a valid Mobile Connectivity Agreement with 

Proximus to make use of the Service. 

7.2. Agreement procedure 

 
Term and termination of the Agreement 
 
Unless otherwise agreed between the Parties in the Agreement, the Agreement is concluded for an Initial 
Term of twelve (12) months as from the activation of the Service. At the end of the Initial Terms, the 
Agreement shall be tacitly renewed for a Renewal Term of indefinite duration. Should one Party not wish 
the Agreement to be automatically renewed for an indefinite Renewal Term, it must notify the other Party 
in writing at least thirty (30) Calendar Days before the end of the Initial Term. 
 
In case the Initial Term was tacitly renewed for an indefinite Renewal Term either Party can terminate the 
Agreement during the indefinite Renewal Term with thirty (30) Calendar Days prior written notice. 
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Notwithstanding the foregoing, in case the Customer’s Mobile Connectivity Agreement, which is a pre-
requisite for the Service, would be terminated for whatever reason, then the Customer acknowledges and 
accepts this Agreement shall terminate accordingly without a compensation being due by one of the 
Parties in such case. 
 
Effects of termination 
 
The active End Users will receive an SMS with instructions on how to roll back to the standard Proximus 
voicemail solution. 
 

The content backed up by Proximus in the framework of this Service will no longer be available after the 

Service has been terminated, regardless of the reason therefor. Consequently, before the termination of 

the Agreement, the Customer must take the necessary measures to retrieve his content as explained in 

the documentation made available to him by Proximus. The Customer shall be responsible for reinstalling 

the content on his own equipment or on the equipment of a third party with his own licenses. Models, 

drawings and images belonging to Proximus or its suppliers are excluded from the restitution. 

7.3. Amendments to the Agreement 

By deviation to the General Terms and Conditions for Professional Customers, Proximus reserves the right 

to amend the Agreement and the technical features of the Service, even if this affects the price or quality 

of the Service in case of a valid reason thereto. The Parties agree that the following non-exhaustive 

circumstances shall in any case be considered as a valid reason: changes in technology used, changes in 

prices charged by suppliers of Proximus, increase in other cost components of the Product and/or Service 

and regulatory changes. Proximus shall notify the Customer in writing of such amendments at least thirty 

(30) Calendar Days before their entry into effect. Customers who do not accept the new conditions may, 

except in cases stipulated by law, terminate their Agreement without having to pay an early termination 

fee, by no later than the last day of the three (3) months period following the notification of the changes. 

In case of a rate increase, the Customer may, except in cases stipulated by law or the yearly indexation, 

terminate his Agreement without having to pay any early termination fee, by no later than the last day of 

the three (3) months period following the notification of the rate increase. Termination may be exercised 

by any written means. 

For the sake of clarity, changes to the infrastructure and/or technology used to deliver the Service shall 

not be deemed an amendment to the Agreement or Service if the functionality of the Service remains 

unchanged or is improved for the same price following such changes. 

Proximus may review and adjust prices once a year, based on the consumer price index (using to the 

formula: new price = old price x (current index/previous index). A price adjustment based on this formula 

shall not give the Customer any right to terminate the Agreement without an early termination fee. 

7.4. The Parties’ rights and obligations  

7.4.1. The Customer shall duly and promptly report any Incidents concerning the Service and any technical 
or operational changes that may affect Proximus’s provision of the Service. He must make sure, however, 
that the Incident is not caused by himself, his employees or his own equipment. 
 

7.4.2. The maintenance activities covered by this Agreement are described in the Chapter Operational 

Phase. Replacement, repair of the affected Solution element or any other Proximus intervention is not 



 

 

Proximus PLC under Belgian Public Law, Bd. du Roi Albert II 27, B-1030 Brussels, Belgium 

VAT BE 0202.239.951, Brussels Register of Legal Entities, Giro BE82 2100 0008 8968 GEBABEBB Page 16 of 22 

Sensitivity: Confidential - Not for you? Notify the sender and delete. See more on https://www.proximus.com/respect-confidentiality 

included in the Service (however, if delivered, the intervention shall be invoiced separately at the current 

applicable rate) when (i) the Incident is due to any use or events outside the normal operating conditions of 

the affected Solution element, (ii) On-demand support is provided; (iii) support activities relating to 

Software and/or Hardware are not supported by the manufacturer any more, (iv) the Incident is due to:  

a. external causes including but not limited to weather conditions, shut-off or cut communication 

lines that are not included in the Service, breakdowns of the air conditioning, poorly functioning sockets, 

storms, lightning strikes, floods, and all other causes alien to the Solution element, inappropriate 

environmental factors such as too high humidity, abnormal temperatures or an abnormally high amount 

of dust; 

b. use of the affected Solution element not authorized by the Agreement and any prescription given 

by Proximus; 

c. the use with or connection of affected Solution element to items not approved by Proximus or the 

irregular operation of the item to which the Solution element is connected;  

d. the performance (or the attempting) of maintenance, a move, a repair, a modification or a change 

to the affected Solution element by persons other than Proximus or as authorized by Proximus without 

the prior written consent of Proximus; 

e. damages during relocation, transportation or refurbishment not carried out by Proximus  

f. negligence or fault (by act or omission) by the Customer or third parties in using or setting up 

Solution element (such as using too high voltage, spilling liquids, etc.);  

g. the failure of the Customer to respect his obligations as stipulated in this Agreement;  

h. Change made by the Customer or a third party to the Customer’s infrastructure underlying the 

Service. 

7.4.3. Where the Customer uses or provides Proximus with third-party information, support or materials, 

the Customer shall ensure that it has the appropriate agreements with those third parties to enable 

Proximus to provide the Services. The Customer shall be responsible for the management of such third 

parties, the quality of their input and work, and the payment of their fees. Unless the law, the applicable 

professional standards or the Agreement dictate otherwise, Proximus will not seek to verify the accuracy 

of the information, support or materials provided by such third parties. 

7.4.4. Except as expressly provided for in the Agreement, (a) Proximus does not make and expressly 

disclaims to the fullest extent permitted by applicable law any warranties of any kind, whether express, 

implied, statutory, or otherwise, including warranties of merchantability, fitness for a particular use, title, 

noninfringement, or error-free or uninterrupted use of the Services and (b) any representations about 

content or information accessible or created through the Services. In addition, Proximus does not 

guarantee that the Service will be compatible with the Customer and his End Users' hardware and its 

software configuration or that it will meet the Customer and his End User's needs. 

7.4.5. In compliancy with the General terms and Conditions for Professional Customers, the Customer 

undertakes to use the Services for lawful purposes only and in accordance with the provisions of any 

legislation regarding the communication recording (including telecommunications and data protection 

rules if applicable). The Customer shall defend and indemnify Proximus against any claims by third parties 

based on a possible breach of such legislation or obligation or any unlawful usage of the Service or 

Electronic Communications Data. 

7.4.6. As deviation to the General Terms and Conditions, in case Proximus is held liable for loss of the 

Electronic Communications Data , Proximus’ liability shall be limited, at Proximus’ discretion, per event to 

(i) covering the expenses related to the replication of data from the backups made by Proximus in the 

framework of the Service or (ii) the amount (excluding any and all one time fees) that the Customer paid to 

Proximus for the Service over the month preceding the cause of the damage. 
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7.4.7. Proximus shall use its reasonable effort to implement technical and organizational measures to 

protect the Electronic Communications Data against accidental or unlawful destruction or accidental loss, 

alteration, unauthorized disclosure or access, and all other unlawful forms of processing of the Electronic 

Communications Data. But Proximus gives no guarantee on the ability of these measures to detect or 

protect against all viruses, unauthorized access and other security threats. Moreover, Proximus does not 

guarantee that these measures prevent the possibility of loss of or damage to the Electronic 

Communications data. In compliance with the General Terms and Conditions, Proximus is subject to an 

obligation of means in this respect. 

In addition, Proximus is not liable for any damage incurred by the Customer or a third party (such as 

operating losses, loss of data, compromising of the confidentiality/integrity Electronic Communications 

Data etc.), attributable to intentional or unintentional act or omission of the Customer or a third party, or a 

breach of the security system (fraudulent operation or attack) by any person whatsoever (with the 

exception of Proximus employees). In case of Customer’s fault or negligence, it shall hold Proximus 

harmless from claim, complaint or action by a third party in this respect. Proximus recommend to the 

Customer to take out an appropriate insurance policy to cover such liability and the risks inherent in the use 

of and access to the Service. 

7.4.8. The Customer acknowledges and accepts that the quality of the voicemail recording depends on the 

quality of the call to be recorded. If at the moment of the call, there is a poor quality of the call for 

whatsoever reason (such as, without being a limitative list, an inadequate mobile coverage location, etc.…) 

no improvement in quality of the call shall take place. 

7.5. Use of the Service 

7.5.1. Subject to the terms and conditions of the Agreement and provided that the Customer pays the 

Service fee, Proximus will grant the Customer, as from the Service activation date and for the Term of the 

Agreement, a non-transferable, non-sublicensable, non-perpetual and non-exclusive right to access and 

use the Service including any Portal(s)made available under the Service. 

7.5.2. The Customer agrees to use the Service in a normal way. An End User who during a period of three 

(3) consecutive months receives an average of thirty (30) or more Voicemail Messages per month shall not 

be considered as normal usage. In such case, Proximus reserves the right to adjust the Customer’s price to 

the public listed price available on https://proximusapi.enco.io/blogs/blog/flexio-voicemail-takes-care-

of-your-callers-when-you-cant.  

7.5.3. The Customer acknowledges and accepts that it can only use the Service on top of mobile 

subscriptions from a Mobile Operator other than Proximus (eg. Orange, Telenet, BASE, Mobile Vikings,…) 

for maximum 10% of the mobile subscriptions, compared to the number of mobile subscriptions the 

Customer has with Proximus and that make use of the Service. In case the Customer has reached the 

aforementioned cap of 10%, then Proximus is entitled to (i) refuse the onboarding/activation of such 

additional End Users or (ii) remove the additional End Users from the Service as it sees fit. 

Proof of the above practices may be provided by any legal means, including using data and records from 

Proximus systems or third-party systems. 

7.5. Payment and billing 



 

 

Proximus PLC under Belgian Public Law, Bd. du Roi Albert II 27, B-1030 Brussels, Belgium 

VAT BE 0202.239.951, Brussels Register of Legal Entities, Giro BE82 2100 0008 8968 GEBABEBB Page 18 of 22 

Sensitivity: Confidential - Not for you? Notify the sender and delete. See more on https://www.proximus.com/respect-confidentiality 

The one-time costs for the setup and activation of the Service will be billed from the moment the Service 

is activated. 

From the moment the Service is activated, the Service Fee will be billed on a monthly basis and on a 

prorated basis for the first month of Service. The Service Fee will be charged in line with the agreed 

number of End Users and Service Fee per End User as defined on the Order Form. 

From the moment the Service is activated and when applicable, the Monthly Support Fee will be billed on 

a monthly basis. The Monthly Support Fee will be charged in line with the agreed Monthly Support Fee as 

defined on the Order Form. 

7.6. Reports 

All documents prepared by Proximus in the framework of the Service are made in good faith on the basis 

of information available at the time. They are intended solely for the Customer for internal use only. They 

may not be used or relied upon by any third party without the prior written consent of Proximus. Proximus 

accepts no responsibility or liability for any report or document that it has prepared in the framework of the 

Service for any party other than the Customer. 

If the Customer does not send Proximus any written objections within five (5) Business days of the date of 

receipt of the document, the latter will be deemed to have been definitively and irrevocably accepted by 

the Customer.   

7.7. Proximus designated person  

Proximus deploys persons with the necessary expertise, knowledge and experience for the performance 

of the Service. 

Proximus may have the designated person replaced at any time by another person with similar expertise, 
experience or knowledge, provided that this replacement has no adverse effect on the performance of the 
Service. 

 
Proximus shall inform the Customer of any illness or other sudden absence of the designated person and, 
where possible, said person’s expected return date. Proximus undertakes to make every reasonable effort 
to provide a substitute for this person possessing the same or an equivalent profile for the duration of the 
absence. 

7.8. Protection of Personal Data  

Electronic communications data 

In line with the electronic communications act, Proximus informs the customer that the following types of 

“Electronic Communications Data” are in scope of the Service: calling number, called number, timestamp, 

content of the voice mail message, email address of the recipient of the transcript, and usage data.  

These data are being processed by Proximus to provide the Customer and his End Users with voice mail 

and transcript services, management tools and aggregated anonymous insights, for evaluation purposes 

and to control the fair use policy. 
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Proximus deletes the e-mail and transcript as soon as the End User received the e-mail. The End User 

decides himself how long to store the recordings of the voice mail messages addressed to him, with a 

maximum duration of twelve (12) months. 

Proximus acting as a data controller 

Proximus is acting as a data controller for the personal data specified in article 8.2 of the General Terms 

and Conditions for Professional Customers. For more information regarding the processing of personal 

data for which Proximus acts as a data controller, please refer to article 8.2 of the General Terms and 

Conditions for Professional Customers and the Proximus Privacy Policy  www.proximus.be/privacy. 

Proximus acting as a data processor 

In the context of this Agreement, Proximus is acting as a data processor for the categories of personal data 

listed in the GDPR annex. The details regarding the processing of these categories of personal data are set 

out in the GDPR annex (Annex 1) attached to this Contractual Service Description. For more information 

regarding the processing of personal data for which Proximus acts as a data processor, please refer to 

article 8.3 of the General Terms and Conditions for Professional Customers.  

Sub-processors 

The Customer instructs Proximus to transfer the personal data in scope of the Service to the sub-

processors, who can be situated in countries outside EEA, if this is necessary to provide the Customer with 

the Service. The sub-processors are listed in the GDPR-annex.  

In addition to the costs for an audit as mentioned in clause 8.3.8 of the General Terms and Conditions for 

Professional Customers, Proximus may charge a fee based on the reasonable costs made by Proximus’ 

sub-processor in case an audit of such sub-processor would be required.  

 

  

http://www.proximus.be/privacy
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Annex 1: GDPR Annex 

This GDPR Annex complements the General Terms and Conditions for Professional Customers and the 

Contractual Service Description. 

This GDPR Annex sets out the purposes of the processing, the duration of the processing, the categories 

of personal data, the data subjects, the transfer of personal data, the sub-processors and the technical 

and organizational measures. 

Proximus acting as a Data Processor 

 

Categories of Data Subjects Any individual leaving a voice mail message for the customer or its End Users 

 

End Users of the Customers 

 

Categories of Personal Data Any individual leaving a voice mail message for the customer or its End Users: Phone 

number, message timestamp, recorded message, message transcript, data on the 

usage that is made of the service, language preference (in case it is set by the caller). 

 

End Users of the Customers: Mobile phone number, e-mail address, language 

preference (NL, FR or EN), first name, last name, fixed phone number (optional), 

default delegate phone number (optional), data on the usage that is made of the 

service, recorded voice mail messages, transcript of the messages, configuration and 

settings of the user (e.g. forwarding settings, greeting message, which callers do 

receive a “personal” message of the user, etc). 

 

Purpose of the Processing Purpose is to provide the Customer with the Service as described in the Contractual 

Service Description.  

Nature of the Processing Collecting and using data for End User onboarding, collecting caller data, storage of 

recorded messages, sharing recording with transcript provider, making a transcript 

of messages and send it to the user by e-mail, deleting the transcript and the emails, 

deleting the recorded messages as instructed by the end-user or after a period of 

maximum twelve (12) months. 

 

Duration of the Processing • the onboarding data will be stored up to 90 days after the end of the 

Agreement; 

• the voice mail recordings are stored on the platform during twelve (12) months 

maximum, unless the End User decides to delete it on a shorter term; 

• the transcripts of the voice mail recordings and the related emails are deleted 

after successfully having sent the transcript by email to the End User; 

• usage data are stored during three (3) months to create the insights. 

 

Physical location of the processing By Proximus: processing happens in Proximus’ datacenter in Belgium that can be 

accessed from India under strict conditions. 

 

By subprocessors: 

• Telestax: as Telestax is a US company and makes use of Amazon Web Services 

datacenter in Ireland, access to the data is possible from USA. 

• Sub-processors of Google Cloud EMEA Ltd: worldwide processing see list 

available at Google Cloud Platform Subprocessors ) 
 

Sub-processors • Telestax 9600 Escarpment Blvd Ste 745 PMB 243, Austin, TX 78749, USA 

with FlexIO platform hosted in AWS datacenter in Ireland 

• Google Cloud EMEA Limited, 70 Sir John Rogerson's Quay, Dublin 2, Ireland 

https://cloud.google.com/terms/subprocessors
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• HCL Technologies Belgium BVBA, Lozenburg 22 bus 3, 1932 Zaventem 

Belgium 

• HCL Technologies Limited, 806, Siddharth, 96, Nehru Place, New Delhi-

110019, India 

 


