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1. Local Area Network (LAN) Service 

Fraport Greece (FG) is able to provide a secure, reliable and flexible connection between all the computers 
and peripheral devices of the customer within the campus of each airport operated by FG. LAN Service gives 
the customer the ability to access data from any of its devices and to share resources like printers, scanners, 
file servers etc. 
 
LAN Service can be fully combined with the “Telephony Service” (see §3) for telephone connection and with 
“Wide Area Network (WAN) Service” (see §2) for internet access provisioning. 

1.1. Technical Characteristics 

 FG’s LAN infrastructure fully supports the transport of voice, data and video. 

 Use of layer 2 Virtual Local Area Networks (VLANs) which provide logical and secure segregation of 
customers. 

 VLANs are also used for functions segregation of the same customer, in which case the customer may 
utilize more than one VLAN. 

 Application and deployment of Quality of Service in the entire switching infrastructure. 

 All FG airport campus networks are deployed with fiber optics with network backbone capacity and 
bandwidth up to 2x1Gbps (multiple in specific locations). Especially the Rodos, Thessaloniki and 
Kerkira airport campuses have backbone capacity and bandwidth up to 2x10Gbps (and more if 
required). 

 All access ports have Bridge Protocol Data Unit guard enabled (connection of switches with spanning 
tree protocol enabled will disable the port). 

 All ports have built in and configured the port security functionality. 

 Maximum number of MAC addresses per port is 2. 

 By design oversubscription is common with frame and packet switching. 

1.2. Options Offered 

LAN Service has three options to select depending the speed required for the data transfer between the 
customer’s devices: 
 

 10 Mbps data port 

 100 Mbps data port 

 1000 Mbps data port 
 
For the 1000Mbps option the LAN Service depends on the existing backbone bandwidth per airport. In case 
multiple 1000 Mbps access ports speeds are utilized, then they may add up to more than the speed of the 
backbone network, in which case the access port speed is not guaranteed. 

1.3. Advantages 

 Robust infrastructure in terms of design, redundancy and security according to standards. 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 24x7x365 monitoring of Fraport Greece systems to ensure their uninterrupted operation. 

 No need for the customer to purchase, maintain and support own equipment within airport campus. 
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1.4. Billing Policy 

The billing policy for the LAN Service includes the below: 
 

i) a fixed one time activation fee for the Service, and  
ii) a monthly fee for the Service dependent to the option chosen. 

 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

1.5. Terms and Conditions 

 LAN Service is only offered to customers having a physical location within the airport campus. 

 All the necessary works regarding installation, configuration, and operation of the equipment needed 

to provide the LAN Service are performed by FG designated personnel. 

 Only end host devices are allowed to be connected with FG switching infrastructure. 

 For security reasons switches are strictly prohibited to be connected with FG LAN infrastructure. 

 The proper operation in terms of configuration and security of all customer equipment connected to 

FG network infrastructure is sole responsibility of the customer. 

 In case a customer has more than one VLAN, then layer 3 networks and inter-VLAN routing is a sole 

responsibility of the customer. 

 The estimated LAN Service delivery date is 3-5 working days. 

mailto:ITTCustomerCare@fraport-greece.com
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2. Wide Area Network (WAN) Service 

Fraport Greece is able to provide internet access to all devices located within the campus of the airports 
operated by FG through its upgraded network infrastructure (WAN edge), which is capable to fully support and 
satisfy the present and future operational needs of its customers. WAN Service gives the customer the 
flexibility to select between having a permanent connection with one or more locations (ends) or not, as well 
as having asymmetric or symmetric communication with the internet. 
 
Asymmetric communication with the internet means that the transmission speeds for uploading and 
downloading are different, specifically greater towards the customer premises (downloading) than the reverse 
(uploading), while symmetric communication with the internet means that the transmission speeds for both 
directions are the same. 
 
Symmetric communication can only be provided by a permanent WAN connection between two or more 
locations. 
 
The WAN circuits are provided by OTE, which is the biggest telecommunications provider in Greece. 

2.1. Standard WAN 

2.1.1. Options Offered 

Standard WAN Service provides asymmetric communication with the internet and has several options to select 
depending the speed required for the data transfer from and to the Internet and the need to have a static-IP or 
not to the modem/router. 
 
In relation to the speed, the below options exists:  
 

 ADSL connection (up to 24 Mbps:1 Mbps) 

 VDSL connection (up to 50 Mbps:5 Mbps) 

 100 Mbps connection (up to 100Mbps:10 Mbps) 
 
A router non-static IP, dynamic IP, is offered only for an ADSL connection, while for all the rest connection 
types a router static-IP is given by default. 
 
A router static-IP is required only in the case the customer requires to enable remote users or systems located 
outside the airport campus (i.e. Headquarters, regional offices) to be connected to the customer’s Virtual Local 
Area Network (VLAN) located within the airport campus via a secure remote connection. 
 
In case the customer requires to provide its own gateway router, it is possible; however it must be hosted to 
FG facilities. In such case, please refer to the “Equipment Hosting Service” (see §4). 
 
In case the customer requires to transfer an already existing telephone number to be used for internet access 
within airport campus, it is possible with an one time charge for the transference. 

2.1.2. Advantages 

 DSLAMs are installed within airport’s Main Distribution Frame (MDF) rooms for eliminating the 
distance from the WAN modems/routers and thus gaining maximum upload and download speeds. 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 24x7x365 monitoring of FG systems to ensure their uninterrupted operation. 
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2.1.3. Billing Policy 

The billing policy for the Standard WAN Service include the below: 
 

i) a fixed one time activation fee for the Service, and 
ii) a monthly fee for the Service dependent to the option chosen. 

 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

2.1.4. Terms and Conditions 

 Standard WAN Service is only offered to customers having a physical location within the airport 
campus. 

 All the necessary works regarding installation, configuration, and operation of the equipment needed 
to provide the Standard WAN Service are performed by FG designated personnel. 

 The proper operation in terms of configuration and security of all customer equipment connected to 

FG network infrastructure is sole responsibility of the customer. 

 Each internet access connection utilizes a telephone number as a circuit identifier. 

 The Standard WAN Service “ADSL connection” and “VDSL connection” options are offered with an 

obligatory minimum period of provided service of 12 months. In case the customer terminates the 

Service earlier than 12 months, then an early termination fee is charged. 

 The Standard WAN Service “100Mbps connection” option is offered without an obligatory minimum 

period of provided service. 

 The estimated Standard WAN Service delivery date is 5-8 working days. 

2.2. Premium WAN (Leased Lines) 

Premium WAN Service or a leased line is a premium, internet connectivity product between two or more 
designated locations that is permanently connected all the times. Premium WAN Service provides privacy to 
the users and the maximum security since they do not carry third party communications. Premium WAN 
Service is ideal for customers that need to connect geographically distant offices one of which must be located 
within airport campus. 

2.2.1. Options Offered 

Premium WAN Service has several options to select depending the characteristics of the line required. The 
first characteristic to consider is the internet provider of the end not located at the airport campus, while the 
rest factors are the speed required for the data transfer, the type of communication with the internet and the 
number of locations required to connect. 
 
For Premium WAN Service the router for layer 3 connectivity is provided by the customer and is hosted 
adjacent to the Network Termination Equipment (NTE) or DSLAM equipment within airport’s MDF rooms. 
 
Metro Ethernet E-Line 

Metro Ethernet E-Line is a Point-to-Point offering providing an exclusive end-to-end circuit meeting the 
requirement for guaranteed and symmetric data transfer speeds from 1Mbps to 10Mbps. Moreover, each end 
is given the ability to create and manage their own sub-networks, which may vary according to their own 
operational requirements. 
 
Metro Ethernet E-line option is provided via a dedicated OTE NTE (LAN switch) which is installed within 
airport’s MDF rooms offering fiber feed connectivity. 
 

mailto:ITTCustomerCare@fraport-greece.com


IT&T Service Catalogue 

 
 

 

MSD 8.50.5.6-41 Version number:  01.00 Page: 15/79 

 Valid as of:  31.01.2022  
 

IP VPN Fixed 

IP VPN Fixed is a Point-to-Multi Point offering providing connection of customer’s airport campus location to 
OTE IP MPLS network at guaranteed and symmetric data transfer speeds from 1Mbps to 10Mbps. 
 
IP VPN Fixed option is provided via a dedicated OTE NTE (LAN switch) or via dedicated DSLAM equipment 
which is installed within airport’s MDF rooms. 
 
IP VPN Broadband 

IP VPN Broadband is a Point-to-Multi Point offering providing connection of different customer’s airport campus 
locations to OTE IP MPLS network at not-guaranteed and asymmetric data transfer speeds of 24Mbps or 50 
Mbps (download). The existence of IP VPN Fixed point is not required. 
 
IP VPN Broadband option is provided via dedicated DSLAM equipment that is installed within airport’s MDF 
rooms for eliminating the distance from the WAN modems/routers and thus gaining maximum upload and 
download speeds. 
 
The below table depicts the different offerings with their characteristics. 

Table 1: Premium WAN offerings characteristics  

Characteristic Metro Ethernet IP VPN Fixed IP VPN Broadband 

Other end than the 
airport’s 

Any provider, OTE OTE OTE 

Type of communication 
with the internet 

Symmetrical Symmetrical Asymmetrical 

Number of ends Point-to-Point Point-to-Multi Point Point-to-Multi Point 

Data transfer speeds 1, 2, 4, 6, 8, 10 Mbps 1, 2, 4, 6, 8, 10 Mbps 24, 50 Mbps 

Speed warranted Yes Yes No 

2.2.2. Advantages 

 On demand large bandwidth and speed. 

 A leased line is an always active connection. 

 Better quality, as the connection does not carry third party communications. 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 
Metro Ethernet E-Line 

 Combines safety, quality and ease of interconnection between two points. 
 
IP VPN Fixed 

 The service is provided via the nationwide OTE IP MPLS network with quality and security features 
same as those of a closed private network. 

 
IP VPN Broadband 

 More affordable solution in relation to IP VPN Fixed. 

2.2.3. Billing Policy 

The billing policy for the Premium WAN Service includes the below: 
 

i) a fixed one time activation fee for the Service dependent to the option chosen, 
ii) a monthly fee for the Service dependent to the option chosen. 
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For Metro Ethernet offering the fixed one time activation fee and the monthly fee is charged per end, for the 
airport’s and for customer’s ends. In addition, as another factor affecting the recurring fees apart from the 
speed required for the data transfer is the distance between ends, there is an additional fee applied to the end 
not located at the airport’s campus. These ends are distinguished to those that are near the airport “urban” 
and the distant ones, “long distance”. 
 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

2.2.4. Terms and Conditions 

 Premium WAN Service is only offered to customers having a physical location within the airport 
campus. 

 Premium WAN Service is only offered to customers purchasing the LAN Service as well. 

 All the necessary works regarding installation, configuration, and operation of the equipment needed 
to provide the Premium WAN Service are performed by FG designated personnel. 

 Relevant to Premium WAN Service, the router for layer 3 connectivity is provided by the customer. 

 The proper operation in terms of configuration and security of all customer equipment connected to 

FG network infrastructure is sole responsibility of the customer. 

 The Premium WAN Service “Metro Ethernet E-Line” and “IP VPN Fixed” options are offered with an 

obligatory minimum period of provided service of 12 months. In case the customer terminates the 

Service earlier than 12 months, then an early termination fee is charged. 

 The Premium WAN Service “IP VPN Broadband” option is offered with an obligatory minimum period 

of provided service of 2 months. In case the customer terminates the Service earlier than 2 months, 

then an early termination fee is charged. 

 The estimated Premium WAN Service delivery date is 30-40 working days. 

 

mailto:ITTCustomerCare@fraport-greece.com
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3. Telephony Service 

Fraport Greece is able to provide telephone connections within the campus of the airports operated by FG 
through its IP telephony voice network, which is connected to the Public Telecommunication Network having 
national and international access. Telephony Service is implemented through Cisco Unified Communications 
Manager (CUCM) infrastructure, which supports a wide range of dial up protocols with digital interconnection 
capability or analogue telephony, ensuring security and reliability in all services provided. 

3.1. Technical Characteristics 

 Use of FG’s Local Area Network infrastructure. 

 Telephone sets can be managed, configured, and supported through the LAN without any end user 
involvement. 

 The extension numbers and calling restrictions can be set up remotely without any end user 
involvement. 

3.2. Options Offered 

Telephony Service has two options to select depending the customer’s end device to be connected. 
 

 Basic Telephony, which is based on the analogue technology and is preferred for certain devices, 
like fax machines and modems. Basic Telephony is always used in case that only ordinary telephone 
wiring (copper cabling) is in place. 

 

 Standard Telephony, which is based on the IP technology and is preferred for telephone sets with 
advanced features for the user i.e. call diversion, call history, directory etc. 

 
In both Basic and Standard Telephony Services the Caller ID capability is included, which enables the recipient 
to know who the caller is before the call is answered, as far as the telephone set used supports this feature. 

3.3. Advantages 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 24x7x365 monitoring of FG systems to ensure their uninterrupted operation. 

 Cisco Unified Communications Manager advanced features like call back, call pick up, immediate 
divert etc. 

 Inter-airport communication with internal numbers. 

3.4. Telephone Devices 

The customer’s telephone device is obligatory to be purchased by FG due to the following reasons: 

 Ensure no compatibility issues exist with the call manager for the provided features. 

 Ensure preventive and corrective actions for security issues are performed effectively to the entire 
airport campus. 

 Provisioning of the Technical Support Services. 
 
FG has selected Cisco Systems, which is a major provider of IP phone devices, and specifically the IP phones 
of 7800 Series which can meet the needs of any business. The available options are those of 7811, 7821 and 
7841 IP phones. 
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Figure 1: Cisco IP Phone 7800 Series 

 

 The Cisco IP Phone 7811 is a cost-effective, entry-level IP phone that addresses the need for basic 
voice communications. It supports caller ID, call history and phone information to enhance its user 
experience. 

 

 The Cisco IP Phone 7821 and 7841 belong to the 7800 Series, are audio-performing IP phones and 
are the ideal cost-effective solution for small-to-large companies offering 
o high-fidelity audio through speaker handset and headset, 
o one-touch access, with fixed function keys, to common telephony features such as service, 

messaging, directory, hold/resume, transfer and conference, 
o clear multi-party conferences for flexible, productive collaboration through a full-duplex 

speakerphone. 
 
The difference between 7821 and 7841 models is that the first supports two lines, while the second 
supports four lines.  

 
For more details on Cisco IP Phone 7800 Series please see the relevant data sheet “Cisco IP Phone 7800 
Series” (see Annex I). 

 
In order to connect a telephone device to the CUCM infrastructure, a Cisco license is required dependent to 
the type of the telephone device. This license is included in the purchase of the telephone set and is installed 
at the CUCM infrastructure, from where it cannot be revoked. 

3.5. Billing Policy 

The billing policy for the Telephony Service include the below: 
 

i) a fixed one time activation fee for the Service, 
ii) a monthly fee for the Service dependent to the option chosen, 
iii) a monthly fee depending the use of the line (voice use charge). 

 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

3.6. Terms and Conditions 

 Telephony Service is only offered to customers having a physical location within the airport campus. 

 All the necessary works regarding installation, configuration, and operation of the equipment needed 
to provide the Telephony Service are performed by FG designated personnel. 

 The end user device operation is responsibility of the customer. 

 The estimated Telephony Service delivery date is 5-8 working days, if there is available telephone 

device. In case there is no available telephone device, then the estimated delivery date is 45 working 

days. 

mailto:ITTCustomerCare@fraport-greece.com
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4. Equipment Hosting Service 

Fraport Greece is able to provide dedicated rackspace for customer’s network equipment, such as routers, 
servers, storage devices within airport’s telecommunication rooms, which are newly constructed with the 
highest standards for power and cooling conditions. In case the customer wants to offer dedicated services to 
its end host devices, such as interVLAN connectivity, Wide Area Network service, VPN remote access etc., 
Equipment Hosting Service gives the customer the ability to install its equipment in a secured environment and 
not to worry about its wellbeing. 

4.1. Technical Characteristics 

 42U Rittal racks. 

 Metallic baskets are used for cabling patching between racks. 

 Use of 16A fuse per rack, which is also connected to the UPS. 

 Full 4G mobile coverage to all FG telecommunication rooms. 

 UPS existence having also redundancy. 

 Power generator existence. 

 Air conditioning existence having also redundancy. 

 Bulging earthling existence. 

 Use of FM 200 firefighting system type. 

 Fire block out per cabling cable tray, so in case of fire it is restricted within the room.  

 Use of star type fiber and copper cabling. 

4.2. Advantages 

 Controlled access to the telecommunication rooms – access is allowed only to accredited FG 
personnel, while customer’s authorized personnel are permitted only accompanied by FG personnel. 

 Customer’s time and resources saving in case of relocation or refurbishments of the customer’s 
physical location within the airport. 

 24x7x365 monitoring of the telecommunication rooms and equipment to ensure proper environmental 
conditions for all the equipment hosted. 

 Reduction of customer’s costs to maintain own equipment within airport campus. 

4.3. Billing Policy 

The billing policy for the Equipment Hosting Service includes a monthly fee for the Service dependent to the 
U height required within the rack. The monthly fee includes power, light, cooling and fire protection costs. The 
monthly fee also includes free of charge accompanying of customer’s authorized personnel to FG 
telecommunication rooms up to half an hour per month within airport’s IT&T field engineer working hours, upon 
arrangement. 
 
In case of more than half an hour per month is required by the customer to access FG telecommunication 
rooms, then there is a charge related to the actual time FG personnel accompanied customer, which varies 
based on the hour of the day. The minimum charge for accompanying customer’s personnel to FG 
telecommunication rooms, above the initial half an hour, is 30 minutes. 
 
In the event that additional equipment to the router is hosted, requiring connectivity with the airport’s LAN, then 
connectivity will be provided through LAN Service. 
 
In the event that the customer prefers FG personnel to perform the installation of its equipment, then necessary 
works will be provided through Remote Hands Service. 
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For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

4.4. Terms and Conditions 

 Equipment Hosting Service is only offered to customers having one or more physical locations within 
the airport campus and want to offer dedicated services to their end host devices. 

 Customer’s equipment can only be hosted to the FG Main Distribution Frame (MDF) rooms. 

 Switches and access points customer equipment are not allowed to be hosted. 

 All the necessary works regarding installation, configuration, operation and security of the customer’s 

hosted equipment is sole responsibility of the customer. 

 Customer’s authorized personnel can have access to FG telecommunication rooms only accompanied 
by accredited FG personnel. 

 The accompanying of customer’s authorized personnel to FG telecommunication rooms is mutually 
arranged between the parties. 

mailto:ITTCustomerCare@fraport-greece.com
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5. Private Radio Network (PRN) Service 

Fraport Greece is a licensed provider for radio communications by Hellenic Telecommunications and Post 
Commission for specific radio frequencies. In this framework, FG is able to provide ground-to-ground 
bidirectional voice communication between users of the same or different talk groups within the campus of the 
airports operated by FG through its upgraded Private Radio Network infrastructure, which provides coverage 
through the entire airport campus. PRN Service gives the customer’s personnel the ability to be in continuous 
private voice communication with each other in a quick, safe and efficient manner. 
 
A voice channel is a frequency range that has been designated for use by a single signal at a time in Fraport 
Greece’s Private Radio Network. 
 
A talk group is a way for grouping users to enable them share a voice channel at different times without being 
heard by other users on the same voice channel. 
 
PRN Service provides different talk groups based on customer’s operational needs. 

5.1. Technical Characteristics 

 Fraport Greece’s PRN infrastructure is based on a digital, half-duplex Digital Mobile Radio system with 
fail safe mechanisms. 

 Use of voice channels and talk groups, which provide logical and secure segregation of customers. 

 Use of radio programming, only by authorized personnel, for the creation and monitoring of the talk 
groups. 

 All voice communications are encrypted. 

 Radio devices can be managed, configured and supported without any end user involvement. 

5.2. Options Offered 

PRN Service has four options to select depending the number of talk groups required based on customer’s 
operational needs: 1 to 4 talk groups. 

5.3. Advantages 

 Digital Mobile Radio system offers superior voice quality and coverage through the entire airport 
campus. 

 Private voice communication, as one talk group cannot be interfered by another talk group. 

 Easy to use, as with a single push of a button you can talk to an individual or an entire group. 

 No customer’s personnel involvement, as PRN infrastructure is managed and administered by 
specialized FG personnel. 

 Robust infrastructure in terms of design, redundancy and security according to standards. 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 24x7x365 monitoring of FG systems to ensure their uninterrupted operation. 

 No need for the customer to maintain and support own equipment within airport campus. 

 Under the hardware repair and replacement Service the radio devices replacement is performed by 
FG also in case of damaged equipment due to customer’s fault. 

5.4. Radio Devices 

FG has selected Motorola for radio devices, which is a leading company in this type of equipment and 
specifically the MOTOTRBO series, which is a family of ETSI DMR standards compliant digital radios that 
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delivers operation critical voice and data communications. Options exist for both handheld radio devices and 
mobile radio devices, which can be installed in a vehicle, to fulfill customer’s business needs. 
 
In case the customer prefers instead of purchasing the radio device, to use the radio device and have a monthly 
cost, it is possible by leasing the radio device. The leasing period is mandatory for 3 years, after which the 
ownership of the radio device is transferred to the customer. 
 
Only for the handheld devices, in case the customer does not require owning the handheld radio device or 
wants to use it for a limited period, it is possible by renting the handheld radio device; nevertheless, this option 
is subject of equipment availability. The minimum renting period is 3 months. Upon completion of the renting 
period, the rented handheld radio device is returned to FG. 
 
The radio device to be used for the PRN Service requires an initial configuration. This configuration is 
performed by FG designated personnel and is included in the purchase / lease / rent of the radio device. 
 
In order to connect a radio device to the centralized management infrastructure, a license is required. This 
license is included in the purchase / lease / rent of the radio device and is installed at the centralized 
management infrastructure, from where it cannot be revoked. 

5.4.1. Handheld Radio Devices 

  

Figure 2: Motorola DP4401e Figure 3: Motorola DP4601e 

 
The Motorola DP4401e and DP4601e belong to the DP4000e Series, which are rugged radio devices with 
robust, versatile infrastructure ideal for professionals in demanding environments offering: 
 

 push-to-talk technology, 

 integrated Wi-Fi, 

 loud, clear speech, with industrial noise cancellation for better intelligibility through a powerful audio 
amplifier, 

 up to 28 hours of battery life for 3-shift working, 

 one-touch access to call help through the prominent orange emergency button by using transmit 
interruption to clear a channel when necessary, 

 IP68 waterproofness, 

 integrated accelerometer for optional Man Down. 
 
The difference between DP4401e and DP4601e models is that the DP4401e does not have display and 
keypad. 
 
For more details on Motorola DP4000e Series please see the relevant data sheet “Motorola DP4000e Series” 
(Annex II). 
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Depending the customer’s needs, the below accessories can also be purchased: 
 

 Handheld radio device battery. 

 Handheld radio device single battery charger. 

 Ear receiver with in-line microphone and PTT. 

 Noise cancellation heavy duty headset. 

5.4.2. Mobile Radio Devices 

 

Figure 4: Motorola DM4601e 

 
The Motorola DM4601e belongs to the DM4000e Series, which have a rugged, durable design for everyday 

use, offering: 
 

 push-to-talk technology, 

 integrated Wi-Fi, 

 loud, clear speech, with background noise cancellation for  better intelligibility through a high powerful 
audio amplifier, 

 one-touch access to call help through quick access buttons by using transmit interruption to clear a 
channel when necessary. 

 
For more details on Motorola DM4601e please see the relevant data sheet “Motorola DM4000e Series” (see 
Annex III). 
 
The works required for the installation of the mobile radio device in a vehicle are subject for agreement under 
the Cabling Service. 

5.5. Billing Policy 

The billing policy for the PRN Service is a monthly fee for the Service dependent to the option chosen. 
 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

5.6. Terms and Conditions 

 PRN Service is only offered to customers having business operation within the airport campus. 

 All the necessary works regarding installation, configuration, and operation of the equipment needed 
to provide the PRN Service are performed by FG designated personnel. 

 The radio device always comes with a single battery charger. 

 In case of radio device leasing, the radio device provided is a new one. 

 In case of handheld radio device renting, the rented handheld radio device provided may be new or 
reused. 

 The radio device lease option is offered with an obligatory period of provided service of 3 years. In 
case the customer terminates the Service earlier than 3 years, then an early termination fee is charged. 

mailto:ITTCustomerCare@fraport-greece.com
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 The handheld radio device rent option is offered with an obligatory minimum period of provided service 
of 3 months. In case the customer terminates the Service earlier than 3 months, then an early 
termination fee is charged. 

 In case the customer loses the leased handheld or mobile radio device or the rented handheld radio 
device, then a penalty fee is charged. 

 The estimated PRN Service delivery date is 30-45 working days. 
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6. Flight Information Display System (FIDS) Service 

Fraport Greece is able to provide flight information either to displays and customer’s Personal Computers 
located within the campus of the airports operated by FG, either to customer’s portable devices such as laptops 
and tablets, through the Flight Information Display System. FIDS is a system, which utilizes data from the 
Airport Operational Database (AODB) and formats it for real-time delivery on displays. FIDS Service gives the 
customer’s users a single, reliable source of flight information in an easy to understand format. 

6.1. Options Offered 

FIDS Service has two options to select depending the audience the service is addressed to, passengers or 
aviation business professionals: 
 

 Public content, which includes all important arrival and departure flight information, such as flight 
number, airline, departure / arrival times, destination, boarding gate, baggage claim area, notifications 
of flight delays / cancellations, etc. This content can be filtered according to customer’s needs and is 
available to the public through standard displays at the customer’s premises within airport campus. 
 
This option is ideal for business lounges, retail and food and beverages shops where passengers can 
spend their time calmly following up their flight information as often as they want and be reassured 
they will arrive at the correct place at the correct time. 
 
In case there is no cabling to provide network connectivity at the customer’s premises where the 
display is to be installed, then the relevant works are subject for agreement under the Cabling Service. 
 

 Staff pages, which includes all the information provided by the AODB and required for the airport 
operation, indicatively such as aircraft type, registration and call sign, the flight type, parking stand etc. 
Staff pages is available through a Personal Computer, laptop or tablet and is accessed through a 
secured way which requires the installation of an authentication software to the customer’s access 
device. This content can be adjusted according to customer’s needs. 
 
This option is ideal for the airlines and the ground handling companies as the real-time flight 
information provided is crucial for their smooth operation. 

6.2. Advantages 

 No customer’s personnel involvement, as FIDS infrastructure is managed and administered by 
specialized FG personnel. 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 24x7x365 monitoring of FG systems to ensure their uninterrupted operation. 

6.3. Displays 

The display is obligatory to be provided by FG due to the following reasons. 
 

 Ensure no compatibility issues exist with the displays centralized management infrastructure. 

 Ensure no compatibility issues exist with the format of the content to be displayed. 

 Provisioning of the Technical Support Services. 
 
FG has selected LG Electronics, which is a global leader and technology innovator in consumer electronics 
and specifically the professional displays of UH5F series, which can meet the needs of the airport environment 
and business. The available options are those of 43” and 55”” inches. 
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For more details on LG UH5F Series displays please see the relevant data sheet “LG UH5F Series” (see 
Annex IV). 
 
In case the customer prefers instead of purchasing the display, to use the display and have a monthly cost, it 
is possible by leasing the display. The leasing period is mandatory for 3 years, after which the ownership of 
the display is transferred to the customer. 
 
In order to connect a display to the displays centralized management infrastructure, a license is required. This 
license is included in the purchase or lease of the display and is installed at the displays centralized 
management infrastructure, from where it cannot be revoked. 

6.4. Billing Policy 

The billing policy for the FIDS Service is a monthly fee for the Service dependent to the option chosen. 
 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

6.5. Terms and Conditions 

 FIDS Service can not be provided to mobile phones, as the content to be displayed will not be 
viewable. 

 For better visibility FIDS Service is provided to tablets having at least 10” display. 

 All the necessary works regarding installation, configuration, and operation of the equipment needed 
to provide the FIDS Service are performed by FG designated personnel. 

 Relevant to the FIDS Service “Staff pages” option, the proper operation in terms of configuration and 

security of the end user access device is sole responsibility of the customer. 

 Relevant to the FIDS Service “Staff pages” option, each customer user authorized to have access to 

FG infrastructure / resources is mandatory to sign the FG “VPN Access Request Form” and to comply 

with all the terms and responsibilities included in the form. 

 Relevant to the FIDS Service “Staff pages” option, for security and compliance reasons, it is strongly 
recommended the provided accounts to be personalized. If this is not feasible for operational reasons 
then all users that are accessing FG infrastructure through a generic account need to sign the FG 
"VPN access request form" and to comply with all the terms and responsibilities included in the 
form.  All remote access forms will be reviewed and renewed on an annual basis. 

 In case of display leasing, the display provided is a new one. 

 The display lease option is offered with an obligatory period of provided service of 3 years. In case the 
customer terminates the Service earlier than 3 years, then an early termination fee is charged. 

 The estimated FIDS Service public content option delivery date is 3 working days, if there is available 

display. In case there is no available display, then the estimated delivery date is 45 working days. 

 The estimated FIDS Service staff pages option delivery date is 5 working days. 

mailto:ITTCustomerCare@fraport-greece.com


IT&T Service Catalogue 

 
 

 

MSD 8.50.5.6-41 Version number:  01.00 Page: 27/79 

 Valid as of:  31.01.2022  
 

7. Dedicated Common Use Terminal Equipment (CUTE) Service 

Fraport Greece is able to provide the infrastructure that is used for the passengers check-in and boarding, also 
to customer’s office within the campus of the airports operated by FG, through its Common Use Terminal 
Equipment system, which is a shared platform from where all customer’s applications required for passengers 
processing can be accessed. 
 
Dedicated CUTE Service is primarily addressed to the airlines and the ground handling companies who would 
like to have the flexibility of the exclusive use of CUTE platform at its office, i.e. operation office, load control, 
sales desk, and not only at the common use designated airport locations. 
 
In case there is no cabling to provide network connectivity at the customer’s premises where the CUTE 
equipment is to be installed, then the relevant works are subject for agreement under the Cabling Service. 

7.1. Advantages 

 No customer’s personnel involvement, as CUTE system is managed and administered by specialized 
FG personnel. 

 Free of charge Technical Support Services as these described in Technical Support Services (see 
§9). 

 24x7x365 monitoring of FG systems to ensure their uninterrupted operation. 

7.2. CUTE Equipment 

The minimum CUTE equipment necessary for the Dedicated CUTE Service is a Personal Computer. FG has 
selected HP for Personal Computers, which is a leading company in business desktops. Specifically the Elite 
Desk 800 model, which is a compact powerful solution, along with a 20,7” monitor, V213a model, for clear 
views in every day use, are provided. 
 
For more details on the Personal Computer please see the relevant datasheets “HP Elite Desk 800 G2” and 
“HP V213a” (see Annex V). 
 

  

Figure 5: HP Elite Desk 800 Figure 6: HP V213a 

 
Depending the customer’s needs, the below peripherals can be rent. 
 

 Boarding pass printer 
FG has selected the IER 401-01 boarding pass reader, which is a multi-functional, direct thermal 
printer and is configured according to the need (boarding pass or bag tag). It prints all 1D and 2D 
barcodes including PDF417, Datamatrix, Aztec and QR code. 
For more details on IER 401 model please see the relevant data sheet “IER 401” (see Annex VI). 
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Figure 7: IER 401 

 

 Bag tag printer 
FG has selected the IER 401-03 bag tag reader, which is a multi-functional, direct thermal printer and 
is configured according to the need (boarding pass or bag tag). It prints all 1D and 2D barcodes 
including PDF417, Datamatrix, Aztec and QR code. 
 

  For more details on IER 401 model please see the relevant data sheet “IER 401” (see Annex VI). 
 

 Document printer 
FG has selected the OKI ML3320eco document printer, which is ideal for demanding environments 
due to its outstanding reliability, ease-of-use and barcoding facilities. It is a dot matrix printer with a 
high durability 9-pin printhead, quick print speed and multi-part paper-handling capability (original + 4 
copies). 
 
For more details on OKI ML3320eco document printer please see the relevant data sheet “OKI 
ML3320eco” (see Annex VII). 

 

Figure 8: OKI ML3320eco 

 

 Boarding pass gate reader 
FG has selected the Access IS BGR750 boarding pass gate reader, which is a modern boarding pass 
gate reader for all barcoded boarding passes (BCBPs), designed specifically to allow intuitive use with 
all media types including the latest smart phones, tablets and smart watches. It reads IATA-
recommended PDF417, QR, Aztec and other 2D and linear barcode symbologies. 
 
For more details on Access IS BGR750 boarding pass gate reader please see the relevant data sheet 
“Access IS BGR750” (see Annex VIII). 
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Figure 9: Access IS BGR750 

 

 Document reader 
FG has selected the Access IS LSR130 document reader, which is able to read barcodes, magnetic 
swipes and machine readable travel documents like passports and visas through different media types 
such as airline and home-printed documents, smart phones and PDAs. It reads IATA-recommended 
linear, PDF417, Aztec, DataMatrix and QR symbologies, while the magnetic swipe reader complies 
with IATA ATB2 722C format, T1, T2, T3 and T4. 
 
For more details on Access IS LSR130 document reader please see the relevant data sheet “Access 
IS LSR130” (see Annex IX). 

 

Figure 10: Access IS LSR130 

7.3. Billing Policy 

The billing policy for the Dedicated CUTE Service is a monthly fee which includes the Personal Computer rent 
and the access to the CUTE system. 
 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

7.4. Terms and Conditions 

 All the necessary works regarding installation, configuration, and commissioning of the equipment 
needed to provide the Dedicated CUTE Service are performed by FG designated personnel. 

 The Dedicated CUTE Service is offered with an obligatory minimum period of provided service of 5 
years. In case the customer terminates the Dedicated CUTE Service earlier than 5 years, then an 
early termination fee is charged. 

mailto:ITTCustomerCare@fraport-greece.com
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 The equipment provided for the Dedicated CUTE Service can be either new or reused and its 

ownership remains to FG. 

 In case the customer loses any of the devices used for the Dedicated CUTE Service, then a penalty 

fee is charged. 

 Each customer user authorized to use equipment under the Dedicated CUTE Service is mandatory to 

comply with all the terms and responsibilities mentioned in FG “Airport User Regulations Manual”. 

 The estimated Dedicated CUTE Service delivery date is 3 working days, if there is available CUTE 

equipment. In case there is no available CUTE equipment, then the estimated delivery date is 45 

working days. 
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8. Cabling Service 

Fraport Greece as operator of 14 regional airports is responsible for the installation, maintenance and 
improvement of the cable infrastructure of the entire campus of each airport operated by FG. As such, FG is 
able to provide network cabling infrastructure works between any two points across the airport’s campus. 
Cabling Service gives the customer the ability to obtain network connectivity at its premises within the airport’s 
campus for both landside and airside. 
 
All airports’ cable infrastructure and future extensions: 
 

 are based on a star topology which provides a local area network for all nodes individually connected 
to a central connection point, i.e. switch, 

 are certified according to international standards, 

 are SFTP Cat6. 

8.1. Billing Policy 

The billing policy for the Cabling Service is a one time fee for the Service connected to the works required to 
be performed and includes all materials needed. 
 
For more information on the charges, please send an e-mail to ITTCustomerCare@fraport-greece.com, or 
phone on +30214-4000315. 

8.2. Terms and Conditions 

 Cabling Service is only offered to customers having a physical location within the airport campus. 

 Cabling Service is offered upon agreement of what works are required to be performed and is mutually 
scheduled between the parties. 

 

mailto:ITTCustomerCare@fraport-greece.com
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9. Technical Support Services 

Fraport Greece for all its IT&T Services provides to its customers free of charge the below Technical Support 
Services: 
 

 Customer support request registration and technical assistance 

 Troubleshooting and incident resolution 

 Hardware repair and replacement 
 
All incidents are handled taking into account their announcement date and time and their priority. In addition, 
FG personnel perform necessary actions for the as quickly as possible incident resolution or a temporary 
solution until the permanent one is provided. 
 
Incident Prioritization  

Incidents are assigned a priority used to identify the relative importance of each incident. The prioritization is 
determined by the incident’s impact. In the table below the incident prioritization is depicted. 
 

Table 2: Incident Prioritization 

Incident Priority Incident Type Incident Impact 

1 High Service has halted completely 

2 Medium Service has partially stopped or it is in intermittent state 

3 Low Some components of the service do not function 

 

9.1. Customer Support Request Registration and Technical Assistance Service 

Customer support request registration and technical assistance Service is provided on a 24x7x365 basis, 
remotely through the dedicated function within IT&T Department, the IT&T Service Desk. Under this Technical 
Support Service FG provides to FG customers the below: 
 

 Incident registration in the IT Service Management (ITSM) tool 

 Basic technical information and clarifications 

 In case of simple technical issues, incident resolution through telephone communication with the 
customer responsible person for the incident 

 Escalation actions 

9.1.1. Terms and Conditions 

 Customer support request registration and technical assistance Service is only offered to FG 
customers for the IT&T Service purchased. 

 Customer support request registration and technical assistance Service is activated by contacting the 
FG IT&T Service Desk with any of the following means: 

o by the Self Service Portal: https://itt.fraport-greece.com  
o by e-mail to ITT-ServiceDesk@fraport-greece.com 
o by phone to +30 21440 88888 

https://itt.fraport-greece.com/
mailto:ITT-ServiceDesk@fraport-greece.com
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9.2. Troubleshooting and Incident Resolution Service 

Technical assistance and incident resolution is provided during airport operating hours* through the IT&T 
Department experienced personnel on different technologies. Under this Technical Support Service FG 
provides to FG customers the below: 
 

 Incident investigation and analysis 

 If required for the incident investigation and resolution, involvement of the provider / manufacturer of 
the IT&T system affected by the incident 

 Incident resolution either through telephone communication with the customer responsible person for 
the incident either through an on-site visit 

 All the necessary works for implementing the incident resolution such as de-installation, installation, 
configuration and commissioning of equipment and software updates 

 
In case troubleshooting and incident resolution is required outside airport operating hours, then this will be 
evaluated on an ad hoc basis.  
 
*For more information on the airport operating hours, please see at https://www.fraport-greece.com/eng/our-
expertise-and-services/aviation/operating-hours. 

9.2.1. Terms and Conditions 

 Troubleshooting and incident resolution Service is activated automatically by the IT&T Service Desk 
in case the incident reported can not be resolved be the IT&T Service Desk. 

9.3. Hardware Repair and Replacement Service 

Hardware repair and replacement is provided only for the hardware purchased, leased or rented by FG, 
specifically for telephone devices, radio devices, displays and CUTE equipment. Under this Technical Support 
Service FG provides to FG customers the below: 
 

 Incident registration in the IT Service Management (ITSM) tool 

 Receive and deliver equipment on-site 

 All the necessary works for the de-installation of the faulty equipment and the installation of the 
repaired or replaced equipment 

 All the necessary works for the repair or replacement of the faulty equipment 

9.3.1. Terms and Conditions for Telephone Devices 

 The hardware repair and replacement Service for the telephone devices is provided for 3 years from 
the date of the hardware delivery to the customer. 

 The hardware repair and replacement Service for the telephone devices is not applied for the below 
cases: 
o The device has been altered by a non authorized FG personnel. 
o The device has not been operated, repaired or maintained in accordance with the manufacturer’s 

instructions. 
o The device has been subjected to abnormal physical or electrical stress, abnormal environmental 

conditions, misuse, negligence or accident. 

9.3.2. Terms and Conditions for Radio Devices 

 In case of purchased radio devices, the hardware repair and replacement Service is provided for 5 
years from the date of the hardware delivery to the customer. 

 In case of leased radio devices, the hardware repair and replacement Service is provided for the entire 
leasing period, 3 years from the date of the hardware delivery to the Customer. 

https://www.fraport-greece.com/eng/our-expertise-and-services/aviation/operating-hours
https://www.fraport-greece.com/eng/our-expertise-and-services/aviation/operating-hours
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 In case of rented radio devices, the hardware repair and replacement Service is provided for the entire 
renting period. 

 Radio devices replacement is performed by FG also in case of damaged equipment due to customer’s 
fault. 

 Radio devices batteries replacement is not included in the hardware replacement service. 

9.3.3. Terms and Conditions for Displays 

 In case of purchased displays, the hardware repair and replacement Service is provided for 5 years 
from the date of the hardware delivery to the customer. 

 In case of leased displays, the hardware repair and replacement Service is provided for the entire 
leasing period, 3 years from the date of the hardware delivery to the Customer. 

 The hardware repair and replacement Service for the displays is not applied for the below cases. 
o The display has been altered by a non authorized FG personnel. 
o The serial number of the display has been altered or removed. 
o The display has been damaged due to external and unforeseen causes such as accident or 

lightning. 
o Damages of the glass, plastics, batteries and other consumables components due to normal use. 

9.3.4. Terms and Conditions for CUTE Equipment 

 The hardware repair and replacement Service for the CUTE equipment is provided for the entire period 
the Dedicated CUTE service is provided. 
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10. Remote Hands Service 

Fraport Greece IT&T Department experienced personnel located at the 14 regional airports can assist 
customer on IT&T matters by collaborating with the customer’s IT personnel which is not possible to be present 
on site. Remote Hands Service gives the customer, that has its IT personnel located in a different geographical 
location than its infrastructure, the ability to have at its disposal local IT&T technology savvy personnel to 
perform under its guidance support tasks without having to travel. 
 
Remote Hands Service is based on the communication between the on-site FG IT&T personnel and the remote 
authorized customer’s IT personnel that is specialized in the tasks to be performed. During the Remote Hands 
Service provision, remote hands field engineer strictly follows the instructions given and performs only the 
actions indicated by the remote authorized customer’s IT personnel. 
 
Remote Hands Service can be used to provide support for communication and networking equipment, personal 
computing equipment and peripherals. Under Remote Hands Service tasks such as the below can be 
performed: 
 

 Assist in troubleshooting, i.e. visual verification of equipment status, swapping equipment, plug-in 
console/serial cable for remote connection, resetting/rebooting or power cycling the equipment at the 
request of the customer, capturing equipment status with photos, performing PC diagnostic hardware 
and software checks, installing additional software with default settings, until the equipment is 
reachable remotely. 

 Rack and stack, i.e. installing or de-installing equipment, installing or removing hardware 
components. 

 Cabling, i.e. cable termination and moving, securing, swapping or auditing existing cabling, labeling, 
tracing cross connects, patching equipment to a patch panel based on a supplied patching schedule. 

 Asset management, i.e. inventory of equipment, recording serial number, capturing equipment status 
with photos, equipment labeling. 

 Scheduled maintenance, i.e. equipment inspection, perform PC basic diagnostic hardware and 
software checks with PC’s build in tools. 

 
The Remote Hands Service is initiated by contacting the FG IT&T Service Desk, allowing a single point of 
contact for all customers’ requests. Before proceeding to the implementation of the request, the FG Customer 
Care representative will agree with the customer as to what actions the customer wishes the remote hands 
field engineer to perform and record them within the registered request performed by the FG IT&T Service 
Desk. 
 
Remote Hands Service is provided through the IT&T Department experienced personnel located at the 14 
regional airports within airport’s IT&T field engineer working hours. 

10.1. Advantages 

 Reduction of customer’s costs to employ IT personnel, even temporary one, within airport campus. 

 No need for the customer’s IT personnel to travel to remote offices for support. 

 No need for the customer to rely on local non-technical staff for assistance and distract them from their 
core activities by handling issues out of their objective. 

 Availability of on-site IT&T experienced personnel on demand. 

 Immediate assistance and quicker issues resolution. 

 24x7x365 customer support request registration. 



IT&T Service Catalogue 

 
 

 

MSD 8.50.5.6-41 Version number:  01.00 Page: 36/79 

 Valid as of:  31.01.2022  
 

10.2. Billing Policy 

The billing policy for the Remote Hands Service is a fee connected to the actual time FG personnel occupied 
by the customer, which varies based on the hour of the day. The minimum charge for the Remote Hands 
Service is 30 minutes. 
 
For more information on the charges, please see the “IT&T Services Pricelist”, send an e-mail to 
ITTCustomerCare@fraport-greece.com, or phone on +30214-4000314. 

10.3. Terms and Conditions 

 Remote Hands Service is only offered to customers having a physical location within the airport 
campus. 

 Remote Hands Service is offered upon agreement of what actions the customer wishes the remote 
hands field engineer to perform and is scheduled upon availability of the remote hands field engineer. 

 Remote Hands Service is requested by contacting the FG IT&T Service Desk with any of the following 
means: 

o by the Self Service Portal: https://itt.fraport-greece.com  
o by e-mail to ITT-ServiceDesk@fraport-greece.com 
o by phone to +30 21440 88888 

 The responsibility of the actions performed by the remote hands field engineer remains with the remote 
authorized customer’s IT personnel. 

 In relation to the remote connection to the customer’s equipment, the customer will provide the device 
(i.e. laptop, tablet etc.) installed with the suitable software (i.e. teamviewer, putty etc.) to enable the 
remote hands field engineer to provide the remote connection. 

 Remote hands field engineer reserves the right not to perform the actions agreed with the customer 
under the request for reasons exceeding the service terms and conditions and/or in other cases like, 
but not limited to, the following: 

o when the requested actions may cause additional damage to equipment or people, 
o when equipment removal might affect other services and/or cause additional equipment 

damage, 
o in case of broken AC cables that might cause electrocution etc., 
o when additional works need to be completed before offering the service. 

 Remote hands field engineer reserves the right to suspend the remote hands works in case he/she 
must be involved in an important incident that impacts the airport’s operation and is not scheduled. 

 

mailto:ITTCustomerCare@fraport-greece.com
https://itt.fraport-greece.com/
mailto:ITT-ServiceDesk@fraport-greece.com
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Annex I Cisco IP Phone 7800 Series 
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Annex II Motorola DP4000e Series 
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Annex III Motorola DM4000e Series 
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Annex IV LG UH5F Series 
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Annex V HP Elite Desk 800 G2 and HP V213a 
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Annex VI IER 401 
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Annex VII OKI ML3320eco 
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Annex VIII Access IS BGR750 
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Annex IX Access IS LSR130 
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