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06/05/2026 e& — General T&Cs (Consumer)

1.

INTRODUCTION

Where applicable, these general terms and
conditions (“General T&Cs (Consumer)”) apply
in relation to the provision of a Service by e& to a
Customer, in addition to any other documents
forming the Agreement between e& and the
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Customer.
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2. DEFINITIONS
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“Activation Date” has the meaning given
to it in Clause 5(b).
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“Agreement” means the entire contractual
agreement between e& and the Customer,
comprising the documents set out in
Clause 3.
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“‘Business Day” means any day on which
banks are open for business in the UAE,
other than a Saturday and Sunday or a
public holiday.
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“Charges” means all tariffs and charges
that are applicable to the Service, including
but not limited to recurring periodical
charges and one-time charges (e.g.
connection charges, installation charges,
early termination charges, downgrade
charges, reconnection charges etc.).
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“‘Customer” means any person who
purchases or subscribes to a Service.
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“Customer Equipment” means equipment
(including software embedded in or run on
such equipment), other than e& Equipment
or e& Sold Equipment, used by the
Customer in connection with the Service.
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“Customer Site” means the place owned,
leased or otherwise under the control of the
Customer at which e& provides the Service
to the Customer.
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“Digital Channels” means:
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06/05/2026 e& — General T&Cs (Consumer)

(i) the official website of e&, available at
www.etisalat.ae; and

@t el g d el s S dBsall (1)
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by the name “My Etisalat UAE”.

(i)  the official mobile app of e&, available
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0] “Confidential Information”

business,

personal information,  (f)
software

and related information in whatever form.

means the
content of the Agreement or any other
information that is not generally known to
the public and that is used, developed or
obtained by e& in connection with its (a)
products and services, (b)
copyright works, (c) all technology and
trade secrets, (d) inventions, devices, new
developments, methods and processes,
(e) customers and clients database and
drawings,
photographs and reports, (g) computer
including operating systems,
applications and programs, (h) all similar
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it in Clause 4(a).

() “Effective Date” has the meaning given to
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(k) “e&” means

Group) P.J.S.C.

Emirates
Telecommunications Group Company (e&
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)] ‘e& Equipment” means any equipment,
software, systems, cabling, plant and/or
facilities owned, licensed or leased by e&
which is supplied to the Customer and/or
may be placed on the Customer Site by or
on behalf of e& for provision of the Service.
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Application Form.

‘e& Sold Equipment” means equipment
sold to the Customer (including software
licensed to the Customer) in connection
with the Service as set out in the Service
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given to it in Clause 22(a).

(n)  “Force Majeure Events” has the meaning
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(0)

“Intellectual Property Rights” means any
intellectual  property rights including,
without limitation, trademarks, rights in
designs, patents, copyright, moral rightss
database rights, rights in know-how,
inventions and Confidential Information in
each case whether registered or
unregistered together with applications for
the grant of any of the foregoing, or any
forms of protection having equivalent or
similar effect to any of the foregoing which
are owned by a party or used in connection
with this Agreement.
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“Minimum Term’, if applicable, means the
initial commitment period for the Service or
component of the Service, which shall
commence on the Activation Date and shall
expire at the end of the initial commitment
period specified in the Service Specific
Terms. Early termination charges may
apply during the Minimum Term.
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“Personal Information” means any
information relating to a specific customer
which may allow for the identification of an
individual customer, including but not
limited to names, physical addresses,
mobile numbers, email addresses, bank
account details, credit card details, service
usage details, call records, message
records or any other information derived
from a customer's use of a product or
service provided by e&.
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“Privacy Policy” means e&’s privacy
policy, as updated from time to time, which
is published on the main e& website and is
available upon request using one of the
communications channels referred to in
Clause 30.
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“Service” means any product or service
provided by e& which has been purchased,
subscribed to or otherwise made available
to and used by the Customer and to which
these General T&Cs (Consumer) are
stated to apply.
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“Service Application Form” means the e&
approved medium through which the
Customer indicates its intention to
purchase or subscribe to the Service,
which may be directly through e& or
indirectly through a reseller, and includes
but is not limited to physical forms and
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06/05/2026 e& — General T&Cs (Consumer)

applications made online, SMS/USSD
channels, IVR, IPTV, e&s mobile
applications and applications made via
telephone.

(PTV VR USSD / SMS i <ui yuy!
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“Service Specific Terms” means any
terms and conditions which apply to a
particular product or service provided by
e&.
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“Term” means the term of the Agreement,
which is effective from the Effective Date
and shall continue to apply until the Service
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subscribed to by the Customer.

has expired or been terminated. Ll Sl
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“VAT” means any value added or similar
consumption tax that the end-user is
obligated to pay under the applicable UAE
Federal Decree — Law No. (8) of 2017 on
Value Added Tax and its executive
regulations in the UAE (the “VAT Laws and
Regulations”). e& will only be acting as a
collection agent on behalf of the Federal
Tax Authority (FTA).
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STRUCTURE OF THE AGREEMENT

aduny) Jsa .3

The agreement between e& and the
Customer in respect of the Service
comprises the following:
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(i) the Service Application Form;

(i) the Charges (which will be published on
the Digital Channels and / or may be
available through other communications
channels used by e&);
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(iii) the Service Specific Terms;

Aeaally dalall H8aY) 5 L il (3)

(iv) these General T&Cs (Consumer);
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(v) e&’s Privacy Policy; and

(vi) any  other information expressly
incorporated into the agreement

)
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(together referred to as the “Agreement”).
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06/05/2026 e& — General T&Cs (Consumer)

In the event of any discrepancy between
the contents of each of the documents
listed in Clause 3(a), the order of
precedence shall be as set out in Clause
3(a), in order of decreasing precedence
(unless explicitly stated otherwise).
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COMMENCEMENT & DURATION
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These General T&Cs (Consumer) are valid
and in full force and effect from the date on
which the Customer submits a Service
Application Form is accepted by e&, or
otherwise when e& registers the
Customer’s subscription or purchase of the
Service (the “Effective Date”).
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e& reserves the right to reject any Service
Application Form submitted by the
Customer for any reason, whether
previously accepted by e& or not, including
but not limited, where e& is unable to
provide the Service or it is impractical to do
so, or for technical, operational, regulatory,
credit, fraud-prevention or availability.
Where the Service is requested in an area
where the Service is not yet available, e&
will use reasonable efforts to provide the
Customer with an estimate of the when the
Service may become available in that area
and, where appropriate, may offer the
Customer an alternative Service.
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Unless the Service is terminated or expires
by either party in accordance with the
provisions contained in the Agreement, the
Term for the Service will automatically be
extended (beyond any applicable Minimum
Term) for an indefinite period on a month to
month basis, unless another period is
agreed between the parties, on the terms
and conditions (including prices) that apply
at the time of such extension.
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If the Service is automatically renewable,
the Customer may choose not to renew the
Service by giving at least ten (10) Business
Days’ prior notice to e& using one of the
communications channels referred to in
Clause (30) before the expiry of the current
Term for the Service. If, upon the expiry of
the Service there are no other services
being provided under this Agreement, then
the Agreement will expire on the same date
that the Service expires.
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ACTIVATION
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06/05/2026 e& — General T&Cs (Consumer)

Where applicable, the Service will be
activated by e& as soon as is reasonably
possible after the procedure for purchasing
or subscribing to the Service has been
completed and any activation activities
have been carried out, which may include
the installation of equipment.
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The Service will be active from the date on
which it is made available for use by the
Customer by e&, (with such date being the
“Activation Date”).
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e& will use reasonable means to notify the
Customer when the Service has been
activated.
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If the Service is a new telecommunications
service, e& may in certain instances,
specify a timeframe in which it will be
activated ("Service Activation
Timeframe"). Further information
regarding timeframe can be found at:
(etisalat.ae). The Customer may be entitled
to compensation in certain circumstances if
e& fails to activate the Service on or before
the Service activation time-frame as further
described in e&’s Code of Practice, the
most recent version can be found at:

(etisalat.ae).
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ADD-ON SERVICES
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The Customer may apply for a new add-on
service by completing the subscription
process. When an application for a new
add-on service is accepted, these General
T&Cs (Consumer) will apply to such add-on
service unless explicitly excluded.
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It is acknowledged that add-on services
may be purchased or subscribed to using
physical forms, applications made online,
through SMS/USSD channels, IVR, using
the eLife TV services, using any of the e&
applications or through voice calls.
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CANCELLATION OF SERVICE ORDER
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If the Customer cancels the service order
after the Effective Date but before the
Activation Date, the Customer shall be
liable to pay for any work undertaken in
relation to the activation or provision of the
Service.
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(b)

If the Customer wants to terminate the
Service after the Activation Date, early
termination Charges (if applicable) will
apply in addition to any usage Charges that

may apply.
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CUSTOMER
RESTRICTIONS

OBLIGATIONS &

AT 358 g Jaand) el I8

The Customer acknowledges that it has
familiarised itself with all terms and
conditions applicable to the Service,
including in relation to Charges and the
benefits provided to the Customer, and
agrees to be bound by and comply with the
same.
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The Customer acknowledges that there
may be additional costs payable for
benefits or services used by the Customer
which are not included with the Service
package.
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The Customer acknowledges that the
Service is provided for his/her personal use
only and will not resell or transfer the
Service to any third party or otherwise
commercially exploit the Service without
e&’s prior written consent.
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The Customer will not use the Service:

Al Jaaal) padiey o (2)

(i) in a way which violates the laws of the
UAE or which infringes the rights of e&
or any third party, including but not
limited to reproducing or distributing
any content provided, directly or
indirectly, by e& to the Customer;
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(i) to send, knowingly receive, upload,
download or re-use material which is
abusive, offensive, indecent,
defamatory, obscene or menacing, or
in breach of any Intellectual Property
Rights, Confidential Information
obligations, privacy or other rights
which are liable to incite racial or
religious disharmony or hatred, cause
any threat, harassment, annoyance,
inconvenience or anxiety to any person
or which comprises a virus or other
material that may cause loss or
damage to e& or a third party;
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(iif)

to violate or infringe any third-party

Intellectual Property Rights and/or
industrial property rights, including
without limitation, by posting any
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copyright material to any public forum
or mailing list without the explicit
permission of the copyright holder and
e&;
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(iv) togain or attempt to gain access to any
computer system connected to the
Internet or to any private information or
resources without the written approval
of the owners or holders of the rights to
such systems, information or
resources;
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(v) to impersonate another user or falsify
another person’s information;
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(vi) to attempt to receive any Service or
permit others to attempt to receive any
Service without paying the applicable
Charges or for fraudulent use;
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(vii) to send or procure the sending of any
advertising or promotional material
(‘spam’) (unless legally authorised to
do so by the law or a competent
government authority in the UAE);
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(viii) in a way that may adversely affect or
monopolise e&’s network; or
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(ix) for any criminal or unlawful purpose.
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All Voice Over Internet Protocol (‘VolP’)
services provided by unlicensed providers
where a licence is required are prohibited.
This includes but is not limited to services,
software or hardware that use the internet
as a means of communication.
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Any breach of Clauses 8(a) to 8(e) may
lead to the Service being suspended /
disconnected or terminated in accordance
with Clause 19. e& may also take any
further action permitted by the laws of the
UAE.
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S .19 salall L5 Aaddll elgd) o Juad [ 5alas

Ler eansi s al Cile) ) (ol Al xil (g) 5 sa
sl A jall ol ey Al ga oyl 68

The Service is offered for the Customer’s
reasonable use. Excessive use of the
Service beyond that which in e&'s
reasonable opinion is normal and
reasonable and which may potentially
negatively impact the quality of service

aanll J ginall aladin¥) (el e Landll i ()
aall st ol deaall boad) alaaiuyl
S 38 gy il g gl Wy oandall g J sl
CAY) o Sleall daliall claadl) 32 ga e Ll
lgia s Ll il (o) das) ) o 8
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available to other customers may result in
e& taking measures including:

(iy throttling the Service; and / or

ji/} ¢deaall ‘BMN A% (1)

(i) suspending [/ disconnecting or
terminating the Service in accordance
with Clause 19.

19 3alall W 5 daaal) elgd) o Juad/(3alai (2)

(h) Where the Services are provided at a

specified location, the  Customer
acknowledges that during the Term, e& is
only obligated to provide the Services to
the Customer’s premises as stated in the
accepted Service Application Form.

A8 e lSa (B daaie Gleadl) CuilS Js 8 ()
Al ) Algsame ol ABEY) 300 DA Jieadl 4
Aaaal) Clla 23 a1 b 4dde 8 pa s Cpase

(i) Furthermore, the ~ Customer 0585 o) il gl ol dseall iy ey U il (&)
acknowledges that e& is under no . A - N
obligation to provide some or all of the ¥ sl C{}“M & Slexdll 8 s ey A 5l
Services at a location where e& does not Ja u-°‘ Al Aeaally alaty Lagh dudad ) Lﬁ) 48 3 5
provi.de coverage.in relation to such a5 ol Pla Al &a ) Jaeall Jab)
Services. If, during the Tel.'m, the leadld) jj deaall 138 5 Lgalosia| f‘:’*"ﬁj 1) Cﬁ)ij\
Customer relocates to such location, then Wl “}A\ A, ).u'd\
the applicable exit charges shall be levied -JJS & 0 Rse
in relation to the Service(s) unavailable at
the aforesaid location.

(i) The Customer acknowledges that e&’s Olaza LA\ Logd i d\ ;;:,j}}w, u\_, d;wd\ )9_, (Lﬁ)

responsibility is limited to providing the
Services using the devices are installed,
operated and managed by e& at the
Customer’s premises as stated in the
Service Application Form. Additionally,
e& can only troubleshoot such Services
and devices remotely.

3l ) asii Al 3 3eal) aladiuly cleadll ani
g AN ) I o lebindiy Wil s LS
Aalia) Aadd) i Calls 3 gad 3 (e o LS Jaanl
Al JIAl - Sal e 3 )2l ¢ K ail ) o) el )

Aay e a3 eal) ol deadll

AND SAFETY

9. e&’s OBLIGATIONS Ay ) <l 3l .9
(a) e& will provide the Service to the Customer _L,})_:J\ JRYY uj; el Joaell 40240 2 ) g (\)
based on these General T&Cs (Consumer) AR P - N il - 15;&\

and the other constituent parts of the GOl #lRELs (Algiusall) e el
Agreement set out in Clause 3(a), and in (1) 358l B lple o paiall 48 45 <Al
accordance with the law. ) - alall e
O 535

(b) e& will take reasonable measures to e ?\’5 x| c‘udidjéul\ )_,_.,\ﬂ\ Y| ) Aa ,(g._,)
prevent the unauthorised use or disclosure PO 2 cla |- ) N . |
of the Customer’s Personal Information and g = JA”‘J os =il g
will not share such information with third e Slaglaall oda 2l (o) G L g Jueall
parties without the Customer’s consent. . S.. 1) i_'éé\}e y9 &)—‘-i g_'qbiai

10. ACCESS TO CUSTOMER SITE, HEALTH

:\.AM\J M\J Caandl éy UJ‘ Jeasl .10

The Customer shall, at its own expense,
grant or procure the grant to e& of rights of
access to each Customer site, including

gaia Gaay ol 2l () ey o diesdl e sy ()
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obtaining any licenses, waivers and
consents where e& requires access to a
Customer Site or requires to make
alterations in respect of a Service. Access
includes the ability to review information
and right to construct, and install access
lines (including cabling or ducting), e&

Equipment, e& Sold Equipment, and
network facilities or to inspect, test,
maintain, protect, investigate, modify,

improve, repair, replace or remove the
same. e& shall not be responsible for any
delay in supplying the Service if the
Customer delays in obtaining such
consents or authorizations.

S oadl i A e Jganll @l L cJpenl
Gl ) glad Laxie (ildl e sl Cilelic)
Slo Bt ol ) ol daeall adise A Jgea sl
AlSa) Jrandl @l 50 () Jsaa sl (a5 Aeaal)
bgha cndiy oLl Gay Claglaal daal s
(b ool @l 4 Ly) Juasy)
éé\f} c:&c\_m&\ i) Lﬁ‘ Q\JM} i) Lﬁ‘ C'_a\.AM}
Ledben f Liilia ol W Uil f Lpand ) 4<030)
LeaSlal sl lgimaatsl Lelaisl Leia (sl
al o) s ol el S0 L dll) ) Jlasal
DAL 1S Laxall gy Galaty Al (6 e A g 5se
o cladsal sl e Jgasdl & Jaeall

ol il

The Customer shall provide all necessary
plans of the Customer Site and/or
clearance prior to e& commencing any
installation and maintenance in respect of
the Service.

Gllbbidl aea i O dwall o ay (<)

) e 8 lalladl sl 5 Jaand) a8 gal da 3D

dalall Llually Sl Jel oo gl i
Aeaall

The Customer shall ensure that all
Customer sites at which e& installs,
maintains and provides the Service are
suitable and safe for working environment
and free from any unreasonable risk to
health and safety. Customer shall advise
e& in writing of all health and safety rules
and regulations and any other reasonable
security requirements applicable at the
Customer Site.

4xdl 50 gaen 0585 (b Qe O Jsedll e ona ()
lgiiln sy Aadal) Cudiy L o (5] o siin
IR 5 Jeall 2ial5 2aiDle dae 3 3 Wb i g3
Al s danall e A gina e halie 440 (g
Lad il (g) Y mibiaill w38 ) Jaand) e cana
A5 )y daiall Zilgly 2ol B aen ol
ranl) 18 ga 8 ARdae A gina (5 5al drial cilillaia

Provision of internal cabling or ducting
within a Customer Site from the e&
termination point to the Customer’s telecom
room will be provided at the Customer’s
choice upon one of the options below:

Jaandl a8 g0 8 A3dals i) of OIS b 63 aas (9)
Juasl 48 e ) ail o) 4 skl ddaail) e
AN Gl LAY aaY g Jaanll

(i) the Customer will arrange the onward
connectivity from the e& termination
point to its telecom room within the
Customer Site at its own cost; or

Sl 5 ek paldll adba ey dsanll a5ty (1)
Juail dd e ) ol (g) d 48 k) ddadill e day )l
o) tdnd oo 3 Jranl)

(i) e& will arrange the connectivity to the
Customer’s telecommunications
terminal and will bill the Customer the
associated Charge. In addition, the
Customer is responsible for arranging
any civil works and cable trunks.

e b il 4 e e oyl Adee i (g) I (2)

o Sl Jaaads clld 3 8 abu g cJaandl

O Yssue Jaandl (58 el ) Adl) | Jaaall
UK a5 5 Aine Jleel 4

1.

e& EQUIPMENT

A ) clana 11
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(@)

Where e& provides e& Equipment to the
Customer or installs e& Equipment at the
Customer Site, the e& Equipment will
remain e&’s property at all times and e& may
need to alter or replace it from time to time.

Jaandl "0 () ilara" 3 g1 2l () a 85 Lanic (1)

s i "l (o) ilaxa (8 dad s 8 Ll

1 ) gliad By (Y1 apen 3 2 ) A8k
LAY Gy e Lol ) Lelaas )

(b)

Unless provided otherwise, e& Equipment
made available to the Customer as part of a
Service must be returned to e& when the
Service ends. If the Customer fails to return
the e& Equipment in accordance with this
Clause (e& Equipment), e& may charge the
Customer for non-return of the e&
Equipment.

"N ) e b ol A e pat A L ()

alad o g Al (e 23S Jaealdl ) dadidl)

aanll oy ol Jla A deaal) el vie il () )

) Dlana) alall o2l L8 5 "l (5) lana” Balely

aandl Mo Cading () il (g) A ) gag 0ld (i
Ml ) Slana” ale) ade Jilia La g

(c)

The Customer must look after any e&
Equipment provided to the Customer and
comply with any instructions provided by e&
or its representative from time to time.
Customer will bear the risk of loss or
damage (other than ordinary wear and tear)
to the e& Equipment, and is advised to fully
insure the e& Equipment for risk of loss,
theft, destruction, and damage.

Aadial) "l () Clanay” iy of Jaeal e Cany (7)

Letinn o) ol (o) Lo jaai cilaglat gy a3k i 5

sl ol jhlae Jueal) Jesdiu s, AY Gy (e

Jlexiu¥) 5 alill cie lae) 2l (g) Clae )y jucad

"3l ) Clana" el Jaeadl aly s ¢(glall

(PSRN R P K S A N PR ALY N
Aoy i s Ll A

(d)

The Customer will not allow any charges,
mortgages or any other encumbrances to be
created over the e& Equipment.

Gsin sl sy Al i 55 el jaly drenll mans 01 (3)
Ml () e e s al e A o

(e)

Responsibility for the reporting of faulty,
damaged or lost e& Equipment rests with
the Customer.

o)l sl Jlae] A e £V Al 5500 o ()
Jaendl Gl o "ail (o) calamal™ (i

The Customer shall not attempt to relocate,
repair, modify, or in any way interfere with
the e& Equipment (or any words or labels on
the e& Equipment), nor permit a third party
to do so.

Jaxill of Jaaas z k) 58 Jraal) e jlany (s)

S S Al ) "l ) e o O b

Sl by LS ol (o) lane e difie lyans
Al Hlall AT Gl Y pladl Jaesd)

(9

If replacement of the e& Equipment or
maintenance is required as a result of:

A Lgiiba ol 2l (g) Clane Jlasial callai 13) ()
|

(i) misuse or neglect of, or accidental or
wilful damage to the e& Equipment by
the Customer, or any User(s);

aadl ) pall 5 Jlayl 5l alasin¥) ¢ g (1)

(i) fault in, or any other problem
associated  with, the Customer
Equipment or any system that e& does
not cover; or

Clarey ddasi yo 5al Aae &) 5 dhe (2)

(iii) the Customer failing to comply with the
terms of this Agreement,

ABEY1 03 alSal g Ja g i Jaandl ol 3l a2e (3)

then e& will charge the Customer at its
current hourly rates for maintenance
services and/or any replacement of e&
Equipment.

Gy Jreall o agu ) Cludaly o gl il () (8
Glad andi o Wla (Gadaddl Gleldl Jasdl
Sl ) Gl Jlasul) i 5 laal)
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(h)

If e& Equipment needs repair or
replacement through no fault of the
Customer, e& will not charge for its repair or
replacement. e& and/or third party
contractors shall decide at their sole
discretion whether to repair or to replace any
faulty e& Equipment.

Jlaiul sl =Mal ) "l ) Clasa caalial 13) ()

oladaly ! e)sluh ¢« Jaazll LJA\LA(:.S‘ O

S s 2l (5) i Jagay) ?i ZohaY) a s

eﬁﬁﬁ Qa5 AYl k_ﬁ\‘)b‘ﬁ\ e O glaal)
Al 3 5) Gl Jlaiinl 2Ol

(i)

Where applicable, the Customer is
responsible for making available a constant
electric power supply to the e& Equipment.

Al el Bl b 5 e Y gsae Jredl 55 (&)
V) ) 1) (Ml ) il Jaal eSSy
JEIX

12.

e& SOLD EQUIPMENT

Ao lial) 4 ) Cliaa 12

e& Sold Equipment is subject to the terms
and conditions of any manufacturer's
warranty or extended warranty plan that the
Customer may have obtained on the
purchase of the e& Sold Equipment. If
applicable, e&’s repair or replacement
obligations shall apply during the warranty
period, as set out in the applicable Service
Specific Terms. e& may or may not provide
technical support for such devices at its
sole discretion after the warranty period
has expired.

alais Log il el il (5) Claa" aadd (1)
0588 ) Baraal) Claall ddad i piadl (laca
Al ) Glaaa" ol die lle Jias 8 Jreal)
il i) 3akai s LaBY) die 0 (5] (pe "Ae ol
358 JAA JlaiuY) 5 #OlaYl dalal) il )
ASa¥lg b oall bl il e claall
351 olgiil 2ry 3 jeaY) Gl dare (e i) acal)
ol Ly il L6 g o laall

Some e& Sold Equipment may support
remote management through software for
use by e& authorized personnel only. It
may also be possible for the Customer to
troubleshoot any problems with the e& Sold
Equipment with the support and advice of a
call centre agent or e& authorized
personnel.

w“

O 1Y) acxi 28 MAe L) ail () Gl ans (@)
8 ibse ALY Ay sula mal y Aasd g 2ay
L) Lial (el 1Sy LS Lt agl = yeaal) il
e Mol 2l ) Clasa" A JSLie gl da
Juai¥l S e J8 (e pibail) ai g acall A
Cpaainall a1 (g)  tias

13.

CONNECTION OF CUSTOMER
EQUIPMENT TO THE SERVICE

Lol Jyaal) cilina By, 13

The Customer must ensure that any
Customer Equipment, facilities and/or
software connected to or used with the
Service are connected and used in
accordance with any applicable safety and
security procedures and instructions,
including e&’s reasonable instructions.

alasiul g Jayy b pemy o drall e ang ()

Aalaiall dsal yy s A8 ey "Jaall Colaad"

) s Al Cilagdat s Clel ja Ly deadll
A el il (g) laghes Gy d Lay clgy ) snall
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(b) The Customer must ensure that any
Customer Equipment, facilities and/or
software attached (directly or indirectly) to
a Service by the Customer is technically
compatible with the Service and approved
for that purpose under any applicable law
or regulation (including, without limitation,
being type-approved if applicable). Such
Customer Equipment, facilites and/or
software shall be supplied, installed and
maintained in accordance with best
industry practices, and the Customer shall
be responsible for any disruption and/or
damage caused by any Customer
Equipment, facilities and/or software to e&
or other e& customers as a result of the
same.

daandl Claze O o 2SE Jpeadl ey (@)
JSG) daadlly dasi pall anal i/ 48l s
Hod)l ga U A e (Gl s 5 Ll
Jsena A3y ol (518 (gl o sy clgia il 5
Ol Ailas Balgd ¢ pan o0y 4 L) L
Glaa" Dlpay S iy 2y by L (OSal
Jemd) Wy asal 5 48l jas "dyeal
O Yssue daandl ()5S0 daeliall il jladll
Glama" (e Lﬁi oo Al il iy Jia
Al g)  sali 38 anal g gl 5 A8 a5 "Jpanl)
283 Gaw Lal st (p AY) LDl |

14. PLANNED & UNPLANNED OUTAGES

s )l Uiy 1 hhaidl) g UGN 14

(@) The Customer accepts that e& cannot
guarantee a fault-free Service and that the
quality of service may be affected by
factors outside of the control of e&. e& does
not guarantee that the Service will be
available in all areas of the UAE at all times
or that there will be no interruptions or
interference to the Service.

dard laa LeiSay Y 2l ) o e Jaendl 38155 (1)
Sl gan 5l 08 Aaadl) 3o a5 Uadll e A
u\m]g\u@'\ﬁusmid\ﬁ‘)k:\uuchjb
A hlie amea 8 dalie ()5Siu deadll
sl S ecld V) IS saaiall Ay ) il ey
Aeaall e jigi el ol g Uail gl el o

(b) The Customer acknowledges that from
time to time e& may carry out maintenance
or testing of its network.

Juel elsal ail (ol d e aily deadl 8 (<)
DAY Gy e s Jladl) o Al

(c) The Customer acknowledges that there
may be unplanned outages which may
cause disruption to the Service.

dlbie e gl dls (6 84l Qeall i ()
Aseaall Jhasd b Cagy 38

(d)  During both planned and unplanned
outages, e& will try to keep the period of
disruption to a minimum.

(5 Ul g L&Y 5 4 Ll ¢ ULy 5 5 (& (2)
sl ) Jlaeill 558 e B3l T 5] () nis
Y

(e) During planned and unplanned outages,
unless otherwise agreed, the Customer will
remain liable for any fees that may be
payable during such periods.

(G5B ¢ Uy 5 Llaadl) ¢ Uiy 1 5y JDIS ()
iy el o elh GDA e i o L
Lol yaal) el N

(f) The Customer may be entitled to
compensation in certain circumstances
where there is an unplanned outage (or a
planned outage which e& failed to notify) of
a telecommunications service as further
described in e&'s Code of Practice, the
most recent version can be found at:
(etisalat.ae).

e Cagoh (B gl o Jsand) daeall 320 ()
sl) 4 hbhadl e ol gl Js b
Jdaaly 2l (g) sl o3 4} hladl i)
o ase sa LS il (g) laddl (45 5an Jaend)
Gusas AT of i o3 (5] ciluglae aclsh dige

(etisalat.ae) : Je jisia gl

15. CHARGES, BILLING & PAYMENT

ANdad) g ) o) g 2 g A 15
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Charges

p Al

The Customer will be notified of all of the
Charges that apply to the Service and of
the Charges that he is due to pay in each
bill issued to the Customer by e&. The
Customer agrees to pay all Charges,
whether or not the Customer uses the
Service and including those incurred
without the knowledge or permission of the
Customer.

Slo Gahait Gl a sl gaeas Jraall la) o ()
(e bdlia b 5ild (S 8 diaiusall g ) 5 dandll
cosml) s ady o Jueall 3850 Jpeall 1 (g
& Lay Lgeaiiingy ol ol deadl) Jpeadl a2ain) ¢l gu
e 0 sl ale (50 Las ) ells elly

Unless otherwise stated elsewhere in the
Agreement, e& will bill the Charges as
follows (for postpaid services):

s A S gl el Gdla e ay Bl L (1)
e 35l A o gyl 211 6] andiadin (A EEY)
(@J@.ﬁd\ BJ}MS\ C'_aLo.J;J) LJL\M );.\]\

(i) monthly rental Charges and usage
based Charges will be billed in arrears;
and

ey Soedl i) a sy Sludial gl (1)
5 )l 8 Hala JSG e alaatny)

(i) one-time Charges (for example,
connection fees, installation
Charges, early termination
Charges downgrade Charges
and reconnection Charges etc.)
will be billed in accordance with
the terms of the Agreement.

Jia) 53m) 55y 828 ) » gue I Slodinl s (2)
psus SO asugs dpasill asu
s AL [l o su )y ¢ Saall oLy
@EWY\L})AJ\AS} (\.Aﬁs:} dém}.\l\ BJ\.{:J

Charges for optional products, services or
content purchased or subscribed to through
or in connection with the Service will be
payable in accordance with the applicable
Service Specific Terms.

G sinall ol A LAY Glesdll s cilaiiall a g ()

S Gasaiy 48 ARV o5l b K5 S

Lo g il b 5 adall ddainne ()5S derdl) ddau o
Al ALl

Unless agreed otherwise, all Charges for
prepaid services are to be paid in advance.

pou aax OB llh QB e G Bl L (9)
JLadia Lgady oy Lusa dc aall caleadll

In the event that a Service is terminated
prior to the expiry of the Minimum Term by
the Customer (or by e& due to the
Customer’s breach of the Agreement), e&
shall be entitled to charge the applicable
early termination Charges, which may
include but are not limited to the following:

Al die 3l 3aall Aralad) daxall el Jis 3 ()
Jraall Jid Cpe @) i ) aall sae Ales (8
(BN Jpend) @il G i1 ) U8 e )
DSaall L) agmy pasd (o) I ey a8
:ujﬂu‘)mdjﬁﬁ)‘mﬂuj‘} c\.@_)d}«ad\

(i) Subjectto Clause 15(e)(ii), if the Service
is provided under a contract for:

A. The provision of telecommunications
services only. The Customer shall pay
an early termination Charge, which shall
amount to AED 1,000 or one monthly
rental Charge of the Service contract
(whichever is lower).

B. The provision of telecommunications
services bundled with a device(s). The
Customer shall pay an early termination

D85 051 (2)(2) 15wl del e e (1)
-J el g e Caa gay deadll

Jaandl a3l Allal) o3 6 Jas il (g) daad apas |
1000 & Alls sSaall el smy dan
Bal ol s jed el dabag Le ol (1l a2 )2
(8 Lagf) deaall

asily 5 3eal 5 e aal il (g) dead aE oo
85 3aaaall Sl eledY) a sy addy Jaandl
Al dsall
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Charge calculated as per the following
formula:

Bf + (Rp / Ct) x (Ct — (1+N))
Where:

Bf = basic exit Charges (calculated in accordance
with Clause 15(e)(i) above)

Rp = the retail price of the device(s)

Ct = the Minimum Term of the relevant Service
contract in months

N = the number of monthly payments the
Customer has already made under the relevant
Service contract

Bf + (Rp / Ct) x (Ct — (1+N))

2l 88 5 4y guona) Apul¥) oledY) o gy "B i
el (1)(x)15

5 3ea Y 5l Sleall 4 jailly gall e " Rp" (3
¢282]) Baal oY) aall 3o 8 jedWl2ae " Ct" o
de 4 Jreadl Lada 4;‘3‘ eyl e "N u—”ﬁ‘ P
) ) Alall (53 4eaal)

(i) Subject to Clauses 15(e), (i) B and C, if the
new Service contract is subject to early
termination Charges, e& shall be entitled to
charge the applicable early termination Charges
in accordance with the following:

Where the new monthly rental Charges
("newMRC") are lower than the Customer's old
monthly rental Charges ("oldMRC"), the Customer
shall pay an early termination Charge for the old
Service contract, which shall amount to (AED
1,000 less 1 x newMRC) or an amount equal to
the result of the calculation (1 x oldMRC less 1 x
newMRC), whichever amount is the lower.

In addition, if any devices supplied under the
Customer's old Service contract were subject to
an early termination Charge, then the Customer
shall pay an early termination Charge for such
devices, which shall be calculated as per the
following formula:

(Rp/Ct) x (Ct— (1 + N))

Where:

Rp = the retail price of the device(s);

Ct = the Minimum Term of the relevant Service
contract in months; and

N = the number of monthly payments the
Customer has already made under the relevant
Service contract.

B. No early termination Charges shall apply to the
old Service contract when the Customer changes
to a new Service contract where the newMRC is
equal to or higher than the oldMRC.

C. e& shall be entitled to charge the applicable
early termination Charges in accordance with
Clause 15(e) (i) if: (1) the new Service contract is
not subject to any early termination Charge; or (2)

\.J;\ ‘T s (2) c(_h) 15 J).'\.)l\ SLC\‘)A &= (2)
e apy Gm A ) d ey oSl
) ad) e galad) Sl

Aol D) ase ) e (5S (Al oY
Al 2y 50 ll) Jlan¥) o suy o Bl Bl
.ﬁsd )S.LAM ;\-@—'\}[\ e}»u Al d:\.ud\ ‘;ﬁ
w33 1,000) 4Gad &l G35 il Zassl
S sy X 1 leda Lagshe L
sl alaall Jobs ilso i (apand) Ay el
Ll Hla¥l o sy x 1) Adull Axnall G
DY) asuy X 1 4k lagoha Al
Ji el (a4 el

sl Lt a6 eelly ) dslayly
Laddl) die Can gay Jpanll W b g3 oy 3 jga]
Al d:\.uj\ ‘;ﬂ 6)5.}46]\ ;L@-!Z}[\ ?}“)S HJ&S\
s eV add Sl el Ay
Al dapall 188 5 Cania

(Rp / Ct) x (Ct — (1+N))

&
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Eﬁ}@y\ }i )L@Aﬂ A\_,‘);ﬂ\_, CJ':M e " Rpu L?uu

¢23al) 3aal SaY) asd) & jedY) o " Ct " Sl

Jaazdl La2as Al 3\.,1)@.;13\ iladall 2ae " N" L;‘*JJ
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after changing Service contracts, the new Service
contract is terminated prior to the expiry of the
Minimum Term.

Lodll tie o Sl oY) oy G Y o

W Ak die ) Bl die adl)
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gl el
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(f) Unless different terms are specified in the
Agreement, where either e& or the
Customer terminates the Agreement, the
Service will terminate at the end of the next
monthly billing period and the Customer will
be liable for the applicable rental and usage
Charges up to the end of such period.
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(g) Any additional costs or charges that are
payable for add-on services or for any
additional services not expressly included
within the scope of the Service will be
charged in accordance with the relevant
agreement between e& and the Customer
for such ‘out of scope’ additional services.
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Billing

gl

(h) Where applicable, e& will issue a bill to the
Customer on a monthly basis. Bills will
normally be issued by e& in electronic format.
Hard copies of bills are available upon
request by using one of the communications
channels referred to in Clause 30. Where
requested, hard copies of bills will be issued
from the month after the request is made.
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(i) The Customer acknowledges that sometimes
there may be a time delay before certain
Charges appear on a bill, especially in the
event of usage of the Service while roaming
outside the UAE, when the charging will be
dependent on the Charges claimed by the
roamed network. The Customer will be
charged for incoming and outgoing usage
whilst roaming. All roaming Charges will be
converted and payable in UAE Dirhams.
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(j). The Customer must notify e& of any dispute
concerning a bill within 45 days from the date
of such bill by wusing any of the
communications channels referred to in
Clause 30. Otherwise, the Customer is
deemed to have accepted the bill. Where the
Customer notifies e& that the Customer
disputes a bill within 45 days from the date of
the bill, e& will investigate such dispute and
will inform the Customer of e&’s findings.
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Payment

)

(k) The Customer agrees to pay all Charges for
the Service within the timeframe and using
one of the payment channels specified in the
bill issued by e&. If no timeframe is specified,
the Customer must make a payment to e&
within six (6) days of the date of the bill or by
the second day of the month following the
date on which the bill was rendered,
whichever is later.
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(I) e& has the right to suspend, disconnect
or terminate any part or all of the Service
for non payment, if the Charges for the
Service have not been paid in full by the
due date or any applicable credit limit is
exceeded. A reconnection Charge may
be levied for reconnection of Service. If
the Service is offered as part of a bundle,
e& may suspend or disconnect any part
or the whole of the bundle. In addition, e&
may initiate legal proceedings or take
any other steps it deems appropriate in
accordance with the laws of the UAE.
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(m) During any period of suspension or
disconnection of the Service, the Customer
will remain liable to pay the outstanding
Charges and any ongoing Charges, such as
monthly rental Charges, until the Service is
terminated or, if applicable, the end of the
Term, whichever occurs first.
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(n)

e& may send one or more notifications to the
Customer, using any combination of the
available communications channels, to
remind the Customer of any outstanding
Charges that are payable and due. This will
be in addition to notifications that may be
issued in relation to network interruptions,
outages or other issues affecting the Service.
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e& reserves the right to use all reasonable
means to contact or try to reach out to the
Customer to remind the Customer of any
outstanding Charges that are payable and
due in order to facilitate the payment and/ or
collection of such Charges. This includes
using by e& any contact information or
numbers provided by the Customer
themselves as well as any possible contact
information associated with the Customer
available on e&’s systems or in the public
domain.
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16.

CUSTOMER CREDIT, ADVANCE
PAYMENTS & DEPOSITS

adlasdl g dasiall ciladal) g Jueall laii) 16

For certain Services which are postpaid,
e& may limit the Customer’s usage of the
Service by providing a credit limit to the
Customer. Alternatively, e& may require
the Customer to pay an advance
payment or deposit on the Customer
account without limiting the period the
advance payment or deposit is retained
by e& (but in no case shall such period
exceed 30 days) after:
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(i) the expiry or termination of the
relevant term for the Service;

ANl il deadll B g ) eleiil (1)

(i) any monies outstanding under the
Customer account are fully settled;
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(i) The Customer has returned any of dalarial) A g Claza O LS‘Y Jaall 3ale) (3)
e&’s equipment related to the e - - | :
Customer account. -J-M Gl

The Customer shall be entitled to use the
Service up to the applicable credit limit. e&
may suspend the use of the Service in case
the Customer exceeds the credit limit. The
Service will be restored in the event of
suspension where the Customer promptly
makes payment to settle amounts
exceeding the credit limit.
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(c)

(d)

Deposits may also be requested before

the Service is restored following
suspension or disconnection.
The following additional terms and

conditions apply regarding credit limit in
the case of mobile postpaid Services. The
Customer may request to change the
credit limit assigned to the Customer —
through calling 101. e& will inform the
Customer if there are any restrictions on
lowering the credit limit, such as that the
credit limit shall not be reduced below the
recurring Charges applicable to the
subscribed Service or the accumulated
Charges. Accepting the proposed
increased credit limit is subject to sole
discretion of e&. If the accumulated
Charges for the Service reach or exceed
80%, 90%, 95% or 100% of the credit
limit, e& will notify the Customer.
However, this may not apply on the
occurrence of certain activities on the
Customer's  account as  detailed
hereinafter, as e& may not be able to
send all these notifications. e& will
suspend the mobile postpaid Service, if
the accumulated Charges reach or
exceed the credit limit. The Customer also
hereby acknowledges and understands
that there may be other costs and
Charges associated with the Customer
account depending on the occurrence of
certain activities, including, but not limited
to, sudden spike in consumption,
subscriptions to an add-on service, an
upgrade of an existing service, a
cancellation of an existing service, an
early termination Charges or any other
activity which may trigger a payment.
Therefore, e& may have to adjust the
accumulated Charges and the Customer
acknowledges that sometimes there may
be a time delay before all accumulated
Charges appear on the bill.
Consequently, these Charges may
exceed the credit limit leading to Service
suspension. During the Service
suspension, the Customer will not be able
to make calls, send SMS and use data.
However, the Customer will be able to
receive calls and SMS messages (unless
other type of Service suspension is also
applicable regarding the Service). The
Service will remain suspended until the
Customer makes sufficient payment to
bring the accumulated Charges below the
credit limit. e& reserves the right to
periodically revise the applicable credit
limit. The revision could depend on the
Customer’s profile, usage and payment
history.
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(e)

(f)

(9

In the event of the cancellation of a post
paid service, disconnection of service,
subscription transfer or Licensee’s
discontinuation of a service, the
Customer may be eligible for a refund of
any unused credit (remaining balance) or
any advance payments (i.e. security
deposits) or any other arrangements
agreed between the Customer and e&.
Upon termination of the Agreement, e&
shall use reasonable endeavours to
contact the Customer and refund any
credit balance which remains on the
Customer's account. Refund of credit
balance to the Customer may be
available through different modes. The
Customer is advised to call e&’s customer
care service at 101 to select their
preferred mode of refund.

Cash refunds are limited to AED 1000,
which may be subject to change from time
to time, further information can be found
through contacting e&. If the Customer's
Credit Balance exceeds this amount, the
refund shall be made by way of electronic
transfer to the Cust UAE bank account as
specified by the Customer. If a Credit
Balance will be refunded by a cash
payment, the Customer may be advised
to visit any selected e& Business Centers,
further details of location and operating
hours can be found at etisalat.ae

The following additional terms and
conditions apply regarding spending caps
in the <case of optional non-
telecommunications Services provided by
app stores such as Apple Store, Google
Play Store, Microsoft Windows Store,
Huawei App Gallery, Sony PS Store, etc.
where e& collects the fees, levies or
charges for such Services ("App Store
Services"). The default spending cap for
App Store Services is set at AED 0 per
month. The Customer may set a monthly
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cap limit for App Store Services up to AED
1,000 per month by using self-service
channels. If the Customer wants to
increase the cap limit above AED 1,000
per month s/he may request the same
through one or more of the designated e&
channels subject to providing the
necessary documentation. Accepting the
proposed increased spending cap is
subject to the sole discretion of e&. e& will
suspend the App Store Services, if the
accumulated Charges reach or exceed
the spending cap. The Customer also
hereby acknowledges and understands
that there may be other costs and
Charges associated with the Customer's
accounts depending on the occurrence of
certain activities, including but not limited
to, sudden spike in consumption,
subscriptions to other add-on App Store
Services, an upgrade of an existing App
Store Service(s), a cancellation of an
existing App Store Service(s), early
termination Charges or any other activity
which may trigger a payment. Therefore,
e& may have to adjust the accumulated
Charges and the Customer
acknowledges that sometimes there may
be a time delay before all accumulated
Charges appear  on the bill.
Consequently, these Charges may
exceed the spending cap leading to
suspension of the App Store Services.
The App Store Services will remain
suspended until the Customer makes
sufficient payment to bring the
accumulated Charges below the
spending cap. e& reserves the right to
periodically revise the applicable
spending cap. The revision could depend
on the Customer’s profile, usage and
payment history.
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17.

CUSTOMER INFORMATION & PRIVACY

Wiua gead § ¢ lard) Sl glaa 17

Before subscribing to a Service, the
Customer must satisfy e&'s customer
identification requirements.
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(b)

The Customer should inform e&
immediately of any change to their
Personal Information. Failure to do so may
result in the Service being suspended,
disconnected or terminated in accordance
with Clause 19. Following receipt of a
request from the Customer and appropriate
verification, e& will promptly update the
Personal Information it holds about the
Customer.
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The Customer gives e& the right to disclose
the Customer's Personal Information to
selected third parties for the purposes of
providing the Service, credit checking,
security, fraud prevention and identity
verification.
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The Customer acknowledges that e& may
be required to share the Customer’s
Personal Information to comply with the
laws of the UAE, the express instructions of
a competent authority or in the interests of
public or national security.
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e& may monitor the Customer’s use of the
Service and record any calls made to the
e& Contact Centre.
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(f)

If e&’s Privacy Policy applies to the Service,
where there is any discrepancy between the
terms of this Clause 17 and the terms of the
Privacy Policy, the General T&Cs (Consumer)
shall prevail. A copy of the Privacy Policy is
available here.

3l (g) o Al dpa padl) dulu S 13 ()
O oalE gl e Gua dadll e gk
c&émyaﬂ\&»@mk}ﬁj17édu‘a§hkjﬁ
LS (llgionall) dalall alSaY) g la 5 Hall (5 puui aild
a5 8 gie Ay guadll Aidons (g0 A3 O

18.

TELEPHONE NUMBERS, DOMAIN
NAMES, ADDRESSES, SHORT CODES &
SIM CARDS
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The Customer only has the right to use and
does not own any fixed or mobile telephone
number(s), short codes or SIM cards
allocated to the Customer by e&.
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Any Internet Protocol address (dynamic IP
or static IP), email address or hostname
assigned to the Customer by e& may be
changed, withdrawn or reassigned at any
time in the sole discretion of e&. The
Customer has no property or other rights in
any such IP addresses, emails or host
names. Any such addresses must be used
solely in connection with the Service for
which they are assigned. If that Service is
discontinued, Customer’s right to use such
addresses ceases immediately and the
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addresses revert to e& The Customer
further warrants that any domain name
registered or administered on its behalf by
e& shall not contravene the trademark or
other intellectual property rights of any third
party and that the Customer shall comply
with the rules of the applicable domain
name authority.
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e& reserves the right to change, withdraw
or reallocate any of the items referred to in
Clauses 18(a) and 18(b) allocated to the
Customer for technical, operational or legal
reasons or otherwise where e& deems it
necessary to do so.
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Where the Customer has given their
express consent, e& will put the
Customer's name and number into a
telephone directory and make it available
from e&’s Directory Enquiries service. The
Customer has the right to withdraw their
consent at any time. Where the
Customer's consent is withdrawn, the
removal of the Customer’s information from
the Directory Enquiries services (printed
and online) will be effected upon the next
regular cycle of updates and not based on
the date the request is placed.
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19.

SUSPENSION, DISCONNECTION OR
TERMINATION BY e&
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Subject to applicable laws and regulations
e& may immediately suspend, disconnect
or terminate the use of part or all of the
Service and/or the Agreement, with or
without notice and without exposing itself
to any liability, at any time, in the event
that:
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(i) e& has reasonable grounds to
consider that: (A) the Customer has
breached any provisions of the
Agreement; or (B) unusual usage or
suspected fraudulent activity has
occurred on the Customer’s account;

(1) sl il A e Sl 2l () sl g (1)

(<) sl Ay J8aT e sl JaT 88 Jyanll

da sl daandl i alal) e alaaiuy)
Abua e aiida sl Jalis 2 ga

(i) the Customer fails to pay any
Charges that fall due within the
relevant timeframe;

e B e gl 0 B Goenll 3358 (2)
4 Dol a1 LY

(iii) e& is required to do so under any
applicable laws or regulations, or
under any other  regulatory
requirements, or upon request by
Government or regulatory or security
or other competent authorities, or is
required by necessity of an
emergency situation;

Ol 8 A g I ALl i (g)  AaiuY) (3)
Clllaiall e (sl an gar sl clga J gana i 1

S AasSall e lb ool ol dpalanl
Ul (e W e ol Agial ol dpadan il
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(iv) the operations, security or efficiency
of a Service is impaired by the
Customer’s use of the Service or
Customer equipment connected to
the Service; and /or

daanll Claea 5 deaall el aladia) (4)
Cilaal I ga5i 4l ey dardlly Ayl
¢iaadll 3. o Al o Adedall clleal)

i/

I3

(v) In the event the circumstances set
out in Clause 14 are applicable, e&
may suspend the Service.

& ele (e saidl Gkl b e Ja 8 (5)
Aeadl) salad 2l g) 3y 438 (14 3al)

(b) In the event of suspension of the Service

due to the foregoing reasons, all Charges
shall remain applicable during the period
of suspension and the Customer will
continue to be charged for rental Charges
until the Service is disconnected. Further,
e& shall have the right to recover any
reasonable costs and expenses incurred
in the implementation of such suspension
or disconnection. A reconnection Charge
may be levied for reconnection of Service.
Any fees payable in relation to the
suspension / disconnection or
reconnection of the Service will be stated
in the Service Application Form for the
Service, the Service Specific Terms
and/or on the Digital Channels.

el 3 5Sa Gl daadll et A 3(Q)
Gl 558 N Ll assl) men A8
a8 et L) a g ) Jaad b Jaend) e
CallSs gl sl il il ) d Bags Aeadll
a0 285 el a (e LSS A giae iy lans
sle) asu) (ah a3 gl o Gadatl
¢ S e Aenddl duag saley Juadyl
daadll sale) o Juad / Galad o ddaiie g
dalall Lyl f deasdl (b gzl b
Al (gl Ay )l sl e )/ 5 deaally

Following suspension, e& shall reactivate
a Service only when e& is satisfied that the
reason for suspension has been resolved.

Ladic Lelindi galely il (g)  gfin daddll Galat 2ay ()
Als a3 38 el Caps () daiiie praal

e& may, when it deems it necessary and
appropriate to do so and where there is no
fault by the Customer, terminate all or part
of the Service and/or the Agreement. In
this event, e& will give the Customer
reasonable notice prior to such
termination and no early termination
Charges will be applied.

clandia g Ly g i lld (5 5 Ladie el g jsm (2)

e a5l IS el cdaanll i (4 LL.; Asa g pac

(5] s (Al 038 3 AEEY) /5 Aesall (e

el’ub ;L@-’\Z}[\ Jaa d—\ﬁ\EI}W \)M}Mdj
Sl el o g Bauka

e& will notify the Customer and (if
applicable) give the the opportunity to
rectify the situation prior to any
suspension / disconnection or termination
of the Service.

ania (CSal 135) el el X1 (g) asiin (o)
sl adal [ Glad T Jd sl aaall da

The Customer may request the
suspension of the Service for up to 90
days per year of the Term. Charges may
apply for approving such requests.

&) Jaai 3 dandll i g allay o Jaanll 520 ()
U8 g _:\_Jéuzy\mwmu;uﬁgo
L o3 e e ) gall o g

20.

TERMINATION BY THE CUSTOMER

Jraad) J e £ Y1 .20

(@)

Where applicable, and unless a different
period is agreed, if the Customer wants to
terminate the Service he/she must give e&
prior notice using one of the
communications channels referred to in
Clause 30.

(s Al B e Gy & alla g celly gl el (1)

g} s Ale and deadl) elgtly Jandl 2, )

L) Jliall Jlai¥l ol 58 (saa) aladinly i il
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(b) The Customer acknowledges that, upon
receipt of the Customer’s termination notice
under Clause 4(d), e& will endeavour to
terminate the Customer’s service and the
corresponding account as soon as
reasonably practicable and the Charges will
be applied as stated in Clause 15(d), 15(¢e)
and 15(f).

A8 e sl et ANl die 4l Jred) 3y (@)

e Cag ) gl OB «(2) 4 3 sl s g

sl Bakai alis g Llae (Sae g o 8 (8
(3) 15 5(2) 15 ¢(2) 15 Asall (F 2y LS

(c) If an early termination Charge is payable,
such Charge will be stated in the
Agreement.

Sl e Sl LB gy G 3 s 3 (2)
ASUEN) 5 o sm ) B S5 s 43

(d) If, upon termination of the Service, no
other services are being provided by e& to
the Customer under this Agreement, then
the Agreement will terminate on the same
date that the Service terminates.

Al et () ai aae g daaall olgd) Jia 8 (9)
Alld AAEY) 228 aa gy Jreall 2 () J8 (1

(e) Penalty-Free Service Cancellation Period

The Customer has the right to cancel the service
contract without paying any early termination
Charges, within a maximum period of 3 days
from activation for service only contracts or
service contracts that are bundled with a non-
Qualifying Device ("Service-only Qualifying
Contracts"); or 7 days (for each year of the
Minimum Term) from activation for service
contracts that are bundled with a Qualifying
Device ("Qualifying Contracts”) (each, a
"Penalty-Free Service Cancellation Period"), if
the following conditions are met:

(i) the contract is for a fixed term or

specifies a Minimum Term; and

(i) for Service-only Qualifying Contracts,
termination by the Customer during
the fixed term or Minimum Term
would give rise to payment of early
termination Charges; or

(iii) for Qualifying Contracts, termination
by the Customer during the fixed term
or Minimum Term would give rise to
payment of early termination Charges
and/ or payment of a fee related to the
Qualifying Device (including any up-
front fees paid for a bespoke
Qualifying Device); and

(iv) the telecommunications service was
mis-sold or does not comply with the
service terms and conditions; and

(v) the Customer has notified e& of the
non-compliance within the applicable
Penalty-Free Service Cancellation
Period; and

(vi) e& has not been able to rectify the
non-compliance within a further

26
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period of time equal to the duration of
the applicable Penalty-Free Service
Cancellation Period, or e& has not
been able to provide an alternative
service at terms acceptable to the
Customer; and

(vii)for  Qualifying  Contracts, the
Qualifying Device is returned to e&
with all accessories and
documentation, and in the original
packaging (if e& had left any original
packaging with the Customer); or

(vii)  for  Service-only  Qualifying
Contracts which include any bundled
non-Qualifying Device(s) (for
example, a non-SIM locked mobile
handset), the Customer pays e& a
sum which is demonstrably no
greater than the unrecovered amount
of the retail price of the non-
Qualifying Device(s) in accordance
with the following formula:

Amount due to e&=( Rp - Up)

Where:
Rp= the retail price of the non-Qualifying
Device(s); and

Up = the total sum of any monies collected by
e& in upfront payment(s) made by the Customer
which relate to the recovery of the retail price of
the non-Qualifying Device(s).

Upon payment of the foregoing sum, full
ownership of the non-Qualifying Device(s) shall
be transferred to the Customer.

A "Qualifying Device" means:

(i) for fixed-line telecommunication services,
any of the following devices supplied by e&: set-
top boxes; WiFi equipment including routers,
access points, and range extenders etc.; fixed-line
telephone handsets including cordless handsets;
bespoke devices which are necessary to access
or receive the specific telecommunications
services(s) supplied by e&;

(ii) for mobile services, any terminal device
supplied by e& which is limited, or otherwise
restricted, to a specific network or a specific
service, etc.;

(iii) any other device or category of
device supplied by e& as may be specified by the
TDRA from time to time.
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21.

LIABILITY & INDEMNITY

o2 il 5 A g mual) 121

(a)

To the extent permissible by law, Customer
hereby expressly acknowledges and agrees
that e& (including its affiliates, officers,
employees, agents and contractors) shall
not be liable for any damage or loss of any
type, whether direct, indirect, consequential,
incidental or special which Customer suffers
arising from any defect, error, fault or failure
to perform with respect to any e&
Equipment, e& Sold Equipment or devices
even if e& has been advised of the possibility
of such defect, error, fault or failure.
Customer acknowledges that it shall
undertake its own due diligence with respect
of e& Equipment, e& Sold Equipment or
devices.

Jrandl 3855 5 0l 43 rany (53 2a0) V) ()
Al ClSLE el 8 L) al ) ol
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(b)

e& shall not be liable to the Customer for loss
of profit, loss of opportunity, loss of business,
data loss or data corruption or for indirect,
punitive, special, incidental or consequential
loss or otherwise for any costs, expenses,
damages or liabilities suffered by the
Customer:

e Ge Jreall olad Al guse il (o) 0585 O (<)

glaa o Jlee glai (@l f ~LYI
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(i) As a result of or in connection with
the Customer’s use of the Service;

Aaaall Jpenll 2ladinly Glaiy Lo ol dagsi (1)

(i) Subject to Clause 5(d), where there
is any delay in providing, activating or
restoring the Service;

bl dia L3 ¢(2) 5wl KA Y i, (2)
taadl) el yin) o) Jomdig yid g3 4

(i) For any loss or damage occasioned
by the total or partial interruption to or
disconnection of the Service.
However, subject to Clause 14(f) and
Clause 22(a), where such
interruption or disconnection endures
for a prolonged period, the Customer
may be entitled to a refund of
Charges paid and / or to
compensation  (subject to the
limitations set out in Clause 21(f));

5 (S U s ) a5l 3ol sl e (3)
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(iv) As a result of the Customer’s use of
any e& Equipment or e& Sold
Equipment or devices; or

" @) Dlaa" e L;‘)_J Jaanll alaaiuy dam 4)
s Mo lud) 2l o) B gl 5 colasa

(v) As aresult of any product or service
the Customer orders from third
parties using e&s services and
network.

e drandl Lealh daad ) Lfﬁ dah (5)
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()

Where the Customer uses any Customer
Equipment, e& Equipment or e& Sold
Equipment otherwise than as
recommended or required by e& or the
equipment manufacturer, the Customer
shall be liable for all consequences arising
out of or in relation to the use of such
equipment and e& shall bear no liability for
the same.

) Dlaxa" Sl ") Cilaxa” Jrandl aniial 13) (2)
A L G "elid) Al (g) cilana gl il
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Al aladiuly ddlaiall ol e ALY ) gl
138 & A gsaa ol il ) Jaai Gl claedll

e il

(d)

e& is not liable for any misuse of the
Customer’s account(s) with e& where
such misuse is not attributable to e&'’s
negligence or wilful misconduct.

Al o g o e U al ) OV (2)
ALY & e IS 1 Jpenl) (Sllasn) lasal
L

(e)

Notwithstanding the foregoing, the
Customer shall be fully responsible and
liable for any claims, lawsuits and
complaints concerning any violation or
breach and/or infringement of any patent
or Intellectual Property Rights in relation to
the Service (“Claims”). The Customer
shall irrevocably indemnify e& for all
damages, costs and expenses (including
attorney fees) incurred as a result of such
Claims.

Al g pae Y 5 5use Jpandl 0580 &l S0 Laa p il (o)
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(f)

Subject to Clauses 5(d),14(f) and the
above paragraphs of this Clause 21 and in
relation to the Customer, e&'’s liability for
direct damages (except in relation to
personal injury and death) is limited to
AED 5,000 per incident, subject to a total
maximum of AED 10,000 for any number
of incidents within any 12 month period.

<l sl (J)14) (3)5 sl e&i sle e & ())
A g e A0 (Jaanlly Adlaiall 21 2alal) (e o3e )
Gl Lo o liinly) 5 dlud) Sl ) e ail g
5000 i 3355na (isalls dpsuall &y
laladl jgahy ¥ & senary aal gl Caalall a4 )0
By JMA Ealsall e 22e Y a1 10000
e 12

(8)

The limitations of liability and the
indemnity under this Clause 21 shall
survive the termination of this Agreement.

Balall 238 o ey gl 5 Al gl 258 () ()
ABEY) odn elell axn Ay jlu A5 (21)

22.

FORCE MAJEURE

BAW) 5481 22
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(@)

e& is not liable for any failure or delay in
fulfilling its obligations in relation to the
Service due to factors beyond its
reasonable control. These factors include,
but are not limited to, extreme weather
conditions, floods, earthquakes, fire,
explosion, riots, war or military operations,
acts of God, acts of Government or state,
civil disturbance, industrial disputes,
malicious damage, accident, national or
local emergency, fibre cuts, the failure of
any contractor  to perform its
responsibilities which adversely affects
the provision of the Service and acts or
omissions of persons or bodies beyond
the reasonable control of the affected
party (‘Force Majeure Events”).

&b ol gl Gl (ol e g 3T g) 0585 ()
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(b) For the avoidance of doubt, a Force Y 85 jalall 3 gall Salaald ot (Ll Ly (u)
Majeure Event shall be applicable in the i ) '5\_;11_”11\ )
event of: T

(i) a refusal or delay by a third person
to supply a telecommunications
service to e& and where there is no
alternative service available at
reasonable cost; or

Gled ) b Al sl Al Sl (ai) (1)
Abin 4edd 3 ga gt Ladie dil (5] J YL
}i ‘M)&:.A‘\AE.L\" et

(i) e& being prevented by restrictions
of a legal or regulatory nature from
supplying a Service.

i aglaii ol 440 5ilE dapla 3 208 25a 5 (2)
Aaadll a6 (e 2l (g

In such cases e& will have no liability to the
Customer for failure to supply the Service.

ol Al g asn 51 () (5S35 O eiVall 38 Jia A
Al i b GLAY) Aagi Jeall

The Customer shall continue to make
payments during any period of force
majeure affecting the Service.

1 P8 e it o s ol s ()
Do 5 S AE 8 el e 358
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If the Force Majeure Event continues for
more than 60 (sixty) days, either party may
terminate the individual Service affected
by the Force Majeure Event without
liability to the other party.
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23.

INTERNATIONAL ROAMING

9 Jigaill 23

Where international roaming is provided
as part of the Service, the Customer
acknowledges that the quality and
availability of the overseas network
provider is beyond the control of e& and
e& is not responsible for the same.

Aaddll (e o S Jsall I sail) ddd i g3 a3 13 (1)
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The costs of access to overseas networks
are determined by overseas network
providers. Additional Charges may also

g A 8 Sl ) Jpem sl IS apai oy ()
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be applied by e&. e&’s prices for
international roaming are published on the
Digital Channels.

) Dol i s il (o) U8 (e Adla] o g

Ay Y @l e sl gl il

e& reserves the right to hold a deposit for
roaming as it deems appropriate in each
case.
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The Customer acknowledges that he / she
will be charged for incoming and outgoing
voice and / or data usage whilst roaming
and agrees to pay all Charges for
international roaming.
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24,

PREPAID SERVICES

Bies 45 g0aall Cilandl) 24

Where the Service is prepaid, the
Customer may be entitled to a refund of
credit balance. Further information and
details regarding the process can be found
at: (etisalat.ae).

If any credit balance is refundable, the
Customer may select to transfer the same
to another account with e& provided that
the Customer notifies e& of the transferee
details prior to the termination of the
Service.

ald dipsall adall dadd 4 deaall cilS Ja 4 ()
CSany adbus A dua )l ala jia) Jaeall gy

.(etisalat.ae)

reall Hgag Al cana ) 2l jiul &3 s (4 (@)
il o) ae oAl Clua (Jasa ) Jysas sl
Gt il 331 (g) ety aanl) ol Aday 5
Al elgd) 4l Jsadl

25.

CHANGES BY e&

3T o) gaas Al eyl 25

e& may make changes to the Service
(including withdrawal of the Service) or to
any component part of the Agreement at
any time during the Term.

8 Lay) deadll e ol yst o) ja) il ) s (1)
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Changes or modifications to the Service
shall be applied in such a way as to limit
possible disruptions.

G o g deaall e el @l il ()
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Any changes to any part of the
Agreement, excluding price changes,
shall be published on the Digital Channels
and will be binding on the parties from the
date on which the change is published.
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e& is not liable if a change in the Service
or in the network causes Customer
Equipment to become obsolete, require
alteration, or to perform at lower levels.
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e& will give the Customer 28 days’ notice
of increases to its prices; during this period
the Customer has an opportunity to cancel
the affected Service(s), without penalty
before any applicable price increase takes
effect.
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(f) If the Customer continues to use the A L e ey daaal) f‘hi Al (& Jaand) yaiil 13 (j)
Service after any change is effective, the e y § sl |l - . - ..
Customer will be deemed to have S Jranll aladiul ydiay o o
accepted the change. ol i

(@)  Anup-to-date copy of these General T&Cs AR (] e&;“j\j Lo g yall s3g) Aiaaa 43 Lsi g (J)
(Consumer) and the other constituent P <y R S o
parts of the Agreement set out in Clause ALY 3¢] 4"{5‘“ s A el gl (i)
3(a) is available in any e& point of sale, @.\S\ Ny H2()3 skl 8 lgle o paldl
online via the Digital Channels and by o) al) )\; . o e "’ il e d
request through the e& Contact Centre. u}d d .UA i e .. fs
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26. WAIVER Jah 26

Failure to exercise, or any delay in exercising,
any right or remedy provided under the
Agreement or by law shall not constitute a
waiver of that (or any other) right or remedy,
nor shall it preclude or restrict any further
exercise of that (or any other) right or remedy.
No single or partial exercise of any right or
remedy provided under the Agreement or by
law shall preclude or restrict the further
exercise of that right or remedy.

S bl e Al Sl Geela gl Ja Y
Ol o AAEY) o2 A adde agaia sy sal
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27.

SEVERANCE

A8y A MELw 27

If any provision of the Agreement (or part of
any provision) becomes invalid, illegal or
unenforceable, the validity and enforceability
of the other provisions of the Agreement shall
not be affected.

@ e e 5)) ABEY) A8 e S (gl el 13)
6 dall QB e sl Pl e ) U (oSs
Al Y ALY o3gd (s LAY AlSaY) Mii g daa

28.

LANGUAGE

aall .28

These General T&Cs (Consumer) are
available in both Arabic and English. In the
event of any discrepancy, the Arabic version
shall prevail.

(gt} Aalell AlSally Ly il o2 jigH
Gl asas da by Asalasyy A el cally
A pal) Al (g pudt 43l Lagin (a lad

29.

DISCLAIMERS

Z\,\SJ}M\ £3a) .29

(@)

The Customer acknowledges that e& does
not investigate, monitor, represent or
endorse any third party content and
services (including any third party
websites accessed through the e& mobile
app). Furthermore, the Customer’s access
to and use of any third party content and
services is at the Customers sole
discretion and risk, and e& shall have no
liability to the Customer arising out of or in
connection with the Customer’s access to
and use of the third party content and
services.

Jiai 5 a8l 3 ol ag ¥ il ) b Jaendl iy (1)
lgeay cladd 5 iy sina ol e @olai
Ao s IV Bl sl b 3 Lag) AT ol gl
e ) Jsasll & AT Gl ylY datl
e 5 5de (a1 (5) (e sandl) gl Guukas
o s sinal anladind g Jranll Jgeay o) el
aanll il 88 0 S AT (o jla of cilads
ol A gpun il () 55 Oy . plaall aleat
daie o A Adgpae Al e Jueal)
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DA Gk

(b)  The Customer acknowledges and agrees
that the provision of access to any third
party content or service shall not
constitute or imply any endorsement by e&
of such third party content or service.

G Jsmasll Aall of e Jaaall G5 i (<)

IR i ol JSE Yyl lead 5 <l ging

Ladiall lerdll g il gisall AW 2 () Ji8 (e
oAl Gl g

(c) Unless agreed otherwise, e& provides all
services on a ‘best efforts’ basis and does
not guarantee any minimum levels of
performance, including but not limited to
upload and download speeds for fixed and
mobile internet services.

(yanali ‘)Ij ".J}@A_J\ Mi" u»\.ui L.AQ Slaaal)
O Sl 8 Lay ol iy givsal ol aa ]
& il Calel) 5 i) Jasl

30. CONTACTING e&

A1 ) g Jualsill .30

(@) The Customer may contact e& to discuss
the Service, or any other product or
service offered by e&, by calling the e&
Contact Centre on 101 (for e&
Customers) or 800101 (for non-e&
customers) within the UAE, by calling
00971 8002300 (from an e& number) or
00971 400444101 (from a non- e&
number) if calling from outside of the UAE,
by visiting any e& point of sale, or by using
one of the other contact methods stated
on the Digital Channels.

Laadl) A8l il (g) e daal 51y O Jaanll 3 53 (1)
Al e ail () 3 il Jlai¥) S ey JuaiV)
o) 8001071 31 i (i (5) +3al) 101
sasiall Ay all il LeY) A g0 Jals (0 (g 6Dl
&, (») 00971 8002300 (&l Jusi¥)
&, e 34) 00971 400444101 5l (1 o)
i) Ly yall Sl LeY) A g 2 A e (T o)
Pl ) gl 38 e e 385 sl 8005
e (o saidl s AN Juai¥) Jiluy s2a)

A g IVl guall 8
(b)  Any complaints should be directed to e&'’s A1 (5] 8 Dl 3l il ) &al aa s (<)
Customer Care Department, who can be .. S{\ ol - J_L .
reached by email at care@etisalat.ae or L;"JJ"SSs wa‘S S o=

through one of the other communications
channels referred to in Clause 30(a).

s DA o« sl care@etisalat.ae
30 salall 8 L il (5 A Y Jla¥) <l 538
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31. GOVERNING
RESOLUTION

LAW & DISPUTE

Cile JUiall 4 gaui g 8L oy g3\AY 31

(a) The Agreement is governed by the laws of
the United Arab Emirates.

A padl ey &g (il il ABEY) s2a auads (1)
csaaiall

(b) In the event of any dispute, the parties
agree to submit to the exclusive
jurisdiction of the UAE courts.

e salll ) lakll iy o) 35 sl 25 da 8 (<)
g aSladl g panll Jladll (alaiay)
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32. VAT

d3laal) dadl) dy paa 32

(a) For the purpose of this Agreement VAT
means a tax imposed on the import and
supply of goods and Services at each

& Ailadl) Aadll Ay i AFEY) 228 Ll Y (1)
Al 2,5 Aod e i Ay
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stage of production and distribution,
including the Deemed Supply, in
accordance with the provisions of the
Federal Decree Law No. (8) of 2017 on
Value Added Tax, which shall regulate
any related documents such as tax
invoice, debit/credit notes, etc.

PlSal i ey g biie W) a5l Jadiiy )5l 5
& 2017 4l (8) pd) (sl (538 4 gus all
IS b @A) diladl dedll Ay pa ola
Jia g_u‘)ga]\ a.ﬁg_.\ Laldll Q\M\} d.ﬁ\_ajj\
QWi aaadll Claiuy Ayl gl

L s

(b) Unless stated to the contrary in this
Agreement, all Charges are exclusive of VAT
or any similar tax.

AT o3 8 ol A Ll et o Le(y)
el Ay pual ALl e sl s (588
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33. Special Provisions
Numbers Portability

Applicable on

Ad_Y) Ji o dddadl) Aaldll aliaY) 33

1. Porting Customer’s Outstanding Debt with
Donor Licensee/ Operator:

Definitions:

e Donor Licensee/ Operator: The Licensee
that provides a Telecommunications Service
to a Subscriber using a particular telephone
number, prior to porting the telephone

number.
e Recipient Licensee/ Operator: The
Licensee that provides a

Telecommunications Service to a Subscriber
in association with a particular telephone
number following the porting of that
telephone Number.

e Porting Customer: Is the customer who
requested the number portability service
request in accordance with the applicable
number portability regulations.

The following terms shall specifically apply to
Mobile Number Porting ("MNP”) service,
including, but not limited to, if the Porting
Customer has any outstanding debt with the
Donor Licensee/ Operator. The Porting Customer
requesting the MNP service must fill in and sign
the MNP Form.

a) Porting rules and liability for debts: As part
of the porting process request, the Porting
Customer remains liable for any outstanding debt
owed to the Donor Licensee/ Operator even after
the porting process is completed.

d Gad ) o Dataal) Jeaall Jeaddl (g 1
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b) Recovery of Debts: The Donor Licensee/
Operator has the right to recover any outstanding
debts from the Porting Customer through:

1. agreed processes for

2. initiating any legal action in accordance

3. any other methods that e& deems

a) Service Termination by Donor Licensee/

debt collection
between the Donor Licensee/ Operator and
Recipient Licensee/ Operator;

with the UAE laws; and

necessary.

Operator: If the Porting Customer fails to
settle any outstanding debts owed to the
Donor Licensee/ Operator, then the Porting
Customer’s service(s) associated with the
ported number(s) and any other number(s)
(which are not ported) held by the Porting
Customer that are procured from the Recipient
Licensee/ Operator will be subject to
termination and cancellation by the Recipient
Licensee/ Operator at its discretion.

Restriction on Transfer of Ported-In
Numbers: The Porting Customer agrees that
any ported-in number(s) activated under the
MNP Form may not be transferred, reassigned
or released to any other customer for a period
of four (4) months following the porting in
activation date (even if the ported-in number is
deactivated during this period). Except where
the transfer, reassignment or release of the
ported number is required pursuant to a final
judicial or a regulatory order or the death of the
Porting Customer, or if permitted by the
Recipient Licensee/ Operator at its sole
discretion.
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