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1. General information 
 

This service specification is valid from 01.07.2021. 
 
 

All VIE Internet SMB services are provided to customers who are traders within the 

meaning of § 1 of the Austrian Consumer Protection Act and are active on the grounds of 

Vienna Airport or Bad Vöslau Airfield (Customer) on the basis of the conditions of this 

service specification (SS), the relevant tariff provisions (TP) and on the basis of the General 

Terms and Conditions for ICT Services of Flughafen Wien AG (GTC-ICT), as amended. 

 
 

2. Service specification 
 
 

2.1. SERVICE DESCRIPTION 
 

As part of VIE Internet SMB, FWAG provides a connection to the internet at Vienna 

Airport or Bad Vöslau Airfield. VIE Internet SMB includes an asymmetric internet 

connection with the ordered bandwidth, which is implemented on a handover port via 

the FWAG connection line. The terminals used are described in point 4 and provided by 

FWAG on a rental basis. The FWAG VIE Internet SMB services offer a high-quality, 

asymmetric internet connection for professional applications. 

 
A prerequisite for the availability of VIE Internet SMB is a positive assessment of the 

technical feasibility in accordance with point 6 of this SS. 
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VIE Internet SMB is available in the following versions: 
 

 

 
Service 

Maximum bandwidth 
DL/UL* 

 
 

 

 
VIE Internet SMB 8/4 Mbit 8/4 Mbps 

 

VIE Internet SMB 30/15 Mbit 30/15 Mbps 

 
VIE Internet SMB 80/30 Mbit 80/30 Mbps 

 

VIE Internet SMB 150/45 Mbit 150/45 Mbps 

 
VIE Internet SMB 500/75 Mbit 500/75 Mbps 

 

 

* The first number indicates the bandwidth that is available when data is received (download, DL), the second indicates the 

bandwidth that is available when data is sent (upload, UL). 

** Bandwidth VIE Internet SMB Backup: This service can only be ordered in addition to another VIE Internet SMB service (VIE 
Internet SMB Basic Service) and offers the same bandwidth as the respective VIE Internet SMB basic service. The backup 

connection may only be used in the event of technically verifiable failures of the VIE Internet SMB basic service. 

 
 

The advertised bandwidths of the asymmetric internet services listed under point 2.1. (i.e. 

the service line VIE Internet SMB 4/2 Mbit to 30/15 Mbit) are offered as guaranteed 

bandwidths. All bandwidth data relates to the availability up to the network termination 

point and is available on the basis of a best effort principle. This means that the data 

relates to technically possible bandwidths which, however, cannot always be achieved for 

various reasons. The transmission speed that can actually be achieved at the customer's 

connection is, in particular, due to factors such as cable length (measured from the 

customer's connection to the next main distributor), cable diameter, network utilisation of 

the internet backbone, transmission speed of the selected servers of the respective content 

provider, or similar. 

VIE Internet SMB 4/2 Mbit 4/2 Mbps 

VIE Internet SMB 50/20 Mbit 50/20 Mbps 

VIE Internet SMB 300/55 Mbit 300/55 Mbps 

VIE Internet SMB 16/8 Mbit 16/8 Mbps 

VIE Internet SMB 100/35 Mbit 100/35 Mbps 

VIE Internet SMB Backup Backup bandwidth** 
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2.2. INCLUDED DATA VOLUME AND IP ADDRESSES 
 

All VIE Internet SMB services offer unlimited data volume. As a rule, FWAG will  not 

restrict the data transfer according to consumption, i.e. will not apply any throttling, 

blocking or similar measures and will invoice for services independently of the volume of 

data used according to the selected bandwidth in accordance with the relevant tariff 

provisions. 

 
The customer receives a usable, static, public IP address in the VIE Internet SMB 

service via an IPv4/30 network. Upon request, an IPv4 /29 network with 5 usable, static, 

public IP addresses will be set up for the customer at an additional cost. If this request is 

only expressed after the order has been placed, the facility is associated with a change of the 

already configured IP addresses. In general, FWAG reserves the right to change the assigned 

IP addresses. Such a measure will be announced with a corresponding lead time. 

 
 

2.3. TRAFFIC MANAGEMENT MEASURES 

In principle, every type of data traffic is transmitted equally. In order to enable sensitive 

services such as Voice over IP (VoIP) in the event of traffic peaks in data traffic without 

interruption, FWAG reserves the right to categorise and prioritise data traffic. This measure 

is intended to ensure flawless service functionality taking into account special technical 

requirements. 

 
FWAG may also use mechanisms to detect and defend against cyber-attacks (e.g. DDoS 

attacks), which are intended to ensure the quality of the internet connection and in no way 

impair the privacy of customers. 

 
Furthermore, FWAG reserves the right to carry out anonymised, aggregated network 

utilisation analyses in order to be able to carry out medium and long-term capacity 

planning in sufficient quality. 

 
The quality of customer internet access or customer privacy are not affected by the specified 

traffic management measures. 
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An official order or court order can legally oblige FWAG to monitor the customer connection or 

block access to certain websites. If FWAG is obliged to block a website, this website can no 

longer be reached via the VIE Internet connection. 
 

3. Minimum contract term 
 

The minimum contract term for VIE Internet SMB services is 12 months, unless another 

minimum contract term has been agreed. After the minimum contract period, the contract 

period is automatically extended by a further calendar year, unless the contract is 

terminated. The contractual relationship may be terminated for both contracting parties 

with a notice period of one month to the end of the respective contractual year. In the 

event of early termination of the entire contract or of individual contract items, if the 

termination takes place for reasons for which the customer is responsible, all fees 

outstanding up to the end of the respectively valid minimum contract term shall be due 

for payment. 

 
 
4. Network termination point and terminals 

 
FWAG provides the contractual service at the network termination point. The physical 

network termination point is the active network component provided by FWAG (usually a 

layer 3 network device) which is housed in a FWAG network distributor. The cabling in the 

customer's premises is the responsibility of the customer. The network termination point 

including any necessary plug-in cards or modifications is provided by FWAG. The terminals 

delivered by FWAG and the network termination point remain the property of FWAG. 

Software updates or upgrades of these devices may only be carried out by FWAG 

technicians. 

 
After termination of the contractual relationship, all terminals must be immediately 

returned to FWAG. FWAG reserves the right to charge for terminals whose optical and 

technical condition does not correspond to usual wear and tear in the office environment 

at the respective fair value. 

 
It is possible to connect terminals of your own choice to the network termination point. 

FWAG assumes no liability, warranty or support for any terminals not provided by FWAG. 

These terminals as well as their operation, configuration and maintenance are the sole 

responsibility of the customer. 
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5. Quality and service management 
 
 
 

5.1. Service Level Agreement (SLA) 
 

FWAG guarantees the following quality standards for VIE Internet SMB 

services up to the network termination point: 

 
Availability: 99.5% per year 

In principle, the selected VIE Internet SMB service is 

operationally available to the customer without restriction at 

the above-mentioned percentage value insofar as permitted 

by the utilisation, traffic situation or the operating state of 

the national or international telecommunications facilities 

and networks. 

 
 

Service hours: 
 
 
 
 
 
 
 
 

Support hours: 

Monday to Sunday 24/7 

During service hours, the selected VIE Internet SMB service is 

available as scheduled. The FWAG central network components 

are actively monitored by the FWAG IT Operation Centre and in 

the event of a fault, the fault is rectified. There is no proactive 

notification of the customer about possible faults. 

 
Service desk: Monday to Sunday 24/7 

During the specified period, the IT Service Desk is available to 

the customer to accept fault reports on the telephone number 

specified in point 5.3. 

 
Service technicians: Monday to Friday 8-16 hrs (working days) 

During this period, FWAG service technicians are available and 

start the troubleshooting process or carry out troubleshooting in 

the event of a fault report. 
Response time: 

Max. 1 hour, 90% 

Within this period, a first response is given by qualified FWAG 

personnel in 90% of cases. 
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Repair time:   10 hours MTTR 

Repair time refers to the period between the fault report by the 

customer and the resumption of operation if the fault is within 

FWAG's area of responsibility, except in the event of a terminal 

fault. MTTR - Mean-Time-to-Recover, i.e. the average time to 

restore the service, is the standard for the repair time mentioned. 

 
Maintenance 
window: 

Monday to Sunday 22:00 to 06:00 hrs 

Maintenance activities that lead to the interruption of the service 

will be carried out by FWAG within the said maintenance window. 

FWAG will inform the customer (by telephone or email) about the 

planned maintenance at least five (5) working days before the 

maintenance date. A contact person must be named by the 

customer for this purpose. 

Technically necessary maintenance that must be carried out 

outside the maintenance window will only be carried out by 

mutual agreement. 

 
 
 

5.2. EXCEPTIONS 
 

Terminals not provided by FWAG are excluded from the SLA. 
 

The following are excluded from the calculation of service availability and the aforementioned 

SLA times or quality standards: 

 
4 Maintenance activities announced by FWAG; 

4 Changes and new installations commissioned by the customer that lead to a 

temporary or permanent deterioration in the quality of the service; 

4 Faults caused by the customer (e.g. improper handling); 

4 Prevention or delay of service recovery caused by a necessary but not rendered 
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cooperation obligation of the customer (e.g. guarantee of access to premises of the 

customer, sufficiently qualified fault report); 

4 Possible delay times in the event of fault rectification, which are not caused by 

FWAG but by a commissioned third-party company; these times are not taken into 

account and are considered as external delays; 

4 Malfunctions due to emergency situations and force majeure; These include in 

particular exceptional weather conditions and natural events, mudslides, floods, 

lightning or fire, strikes or riots, war, military operations, terror or public riots, etc. 

 
 

The only events that can be considered as fault-relevant are those that are reported in the 

form of a fault report by the customer to the FWAG IT Service Desk and that have led to a 

troubleshooting by FWAG. 

 
 

5.3. CONTACT 
 

The customer can report impairments of the services provided by FWAG via the FWAG IT 

Service Desk as follows: 

 
Telephone:    +43/1/7007/25353 

 

Email: sbi-servicedesk@viennaairport.com 
 
 

5.4. ACCESS TO CUSTOMER LOCATION 
 

If necessary, the customer grants FWAG and third parties commissioned by FWAG access 

to the customer location as part of maintenance and fault rectification activities. 

 

5.5. SERVICES NOT INCLUDED 

 
FWAG maintenance and troubleshooting services will be invoiced if it turns out that the 

error did not occur in the transmission path provided by FWAG or was caused by the 

improper work of the customer. 
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6. Service availability 
 

The availability or technical feasibility of a VIE Internet SMB connection at the customer 

location at Vienna Airport or Bad Vöslau Airfield depends on various factors and is 

individually checked by the FWAG technicians. VIE Internet SMB can only be realised 

after a positive assessment of the technical feasibility. 

 
In case of technical feasibility, the following services are considered as standard 

installation measures included for the connection of the VIE Internet SMB services: 

 
 

4 Examination of conditions on-site; 

4 On-site establishment of the necessary connections (patches) in the FWAG distributor; 

4 On-site installation of the network termination point in the FWAG distributor; 

4 Setup of the standard configuration; 

4 Short explanation and handover of all necessary configuration details and access 

data. 

 

Excavation work, cable laying or measures that require services by third parties are not 

included in the included standard installation measures in any case. This information 

applies to the initial set-up as well as to relocations in each case. 

 

7. Imprint 
 

Flughafen Wien Aktiengesellschaft 

Registered office: Schwechat 

Commercial register court: Regional Court of Korneuburg  

Commercial register number: 42984m 

VAT ID no. (VAT-REG-No): AT U15447005 


