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1. DEFINITIONS AND A JUVON. i | PRGAT-TRTSA I |
INTERPRETATION )
1.1 Definitions alapd) 1.1

In these General T&Cs (Business), the
following definitions apply:
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“‘Activation Date” means the date on
which e& activates or makes the Service
available (all or part thereof) to the
Customer.
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“Affiliate” means: (i) any entity or person
wholly owned or controlled, whether
directly or indirectly, by a Party as at the
date of the Agreement; or (ii) any other
entity or person as agreed by the Parties
from time to time.
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‘Agreement” means the agreement
between e& and the Customer in respect
of the Service recorded in the documents
described in Clause 2.1 (Structure of the
Agreement).
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“Charges” means the fees payable for the
Service under the Agreement and as
further specified for each Service in the
Service  Application Form, or in
accordance with the tariffs and charges
prevailing at the time of usage, or as
notified to the Customer by e& (i.e. in a
Commercial Schedule).
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‘Commercial Schedule” means the
commercial document containing,
amongst other things, the Charges for the
Service which, when agreed between the
parties, constitutes a part of the
Agreement.
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“‘Confidential Information” means the
content of the Agreement or any other
information that is not generally known to
the public and that is (a) used developed
or obtained by e& in connection with its
business, 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
personal information, (f) drawings,
photographs and reports, (g) computer
software including operating systems,
applications and programs, (h) all similar
and related information in whatever form.
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“‘Content” means any information made
available, displayed or transmitted in
connection with a Service (including,
without limitation, information made
available by means of an HTML
“hyperlink”, third party posting or similar
means) including all Marks and domain
names contained in such information, as
well as the contents of any bulletin boards
or chat forums, and all upgrades, updates,
modifications and other versions of any of
the foregoing.
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“‘Customer” means the commercial or
other entity that has purchased and /or
subscribed to a Service, as set out in the
Service Application Form.
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‘Customer Account” means an account
for the Customer designated and
managed by eé&.
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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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(i) the official websites of e&, available at
www.etisalat.ae and
onlineservices.etisalat.ae; and

Aalidly AT (gl J dans )l 208 p3l5a (1)
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(i) the official mobile app of e&, available
by the name “e& UAE”.

1 ) e dransll anall Calgll clanks (2)
SebleY) &l gl ks gy

“Effective Date” means the date on which
the Agreement is valid and in full force and
effect, this being the date on which the
Customer submits a signed Service
Application Form and accepted by e& or
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the Service. . o
‘e&” means Emirates CHLY) desane Ay | o

Telecommunications Group Company (e&
Group) PJSC.
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‘e& Equipment” means any equipment
Software, systems, cabling, plant and/or
facilities owned, licensed or leased by e&
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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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‘e& Sold Equipment” means equipment
sold to the Customer (including Software
licensed to the Customer) pursuant to a
Schedule as set out in the Service
Application Form.
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‘Fixed Term” means the fixed period
during which the Service is provided to the
Customer, being longer than one month,
which is agreed to when the Service is
purchased or subscribed to by the
Customer.

Sl Baasall Baall ey c"ASEN diell) aall
SV 058 Gmy aeall D) Leaall DA a0
daasll ehyd e lgdle Bally aaly el (e

g a8l ol deasll

“Force Majeure Event” has the meaning
given to it in Clause 23.1 (Force Majeure).
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“‘General T&Cs (Business)” means this
document.
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‘Internet” means the international
interconnected network of networks using
the TCP/IP protocol to exchange data
communications.
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“Intellectual Property Rights” means
any intellectual property rights including
without limitations; trademarks, rights in
designs, patents, copyright, moral rights
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 or forms of protection
having equivalent or similar effect to any of
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the foregoing which are owned by a party
or used in connection with this Agreement.
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“IP” means Internet Protocol.
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‘Large Business Subscriber” means a
Customer which is an entity incorporated
and operating in the UAE pursuant to
applicable laws/ regulations, and which is
a party engaged in a contractual
agreement with e& for the supply of
Telecommunications  Services, and
meeting at least one of the following
conditions:

@) the value of the foregoing contract
is equal to or greater than one
million and five hundred thousand
dirhams (AED 1,500,000) per
annum; or

(b) the entity has UAE derived
revenues of greater than one
hundred million dirhams (AED
100,000,000) per annum; or

(c) the entity employs more than one
thousand and five hundred
(1,500) employees in the State; or

(d) the number of ‘company owned
company paid’ (COCP)
connections supplied in the

contract exceeds one hundred
(100).

aall i "psl) Jlase¥) ClSd S "
ChHlY) g b Ay Luuge den 2 3
(g Jganall lslll ol cpiloill g saaial) daajal
Glaad 25 i1 (5] pe dilaiall Caylall s (53l
slifiul o Guang AL 8L ey L)

2l dag pall e J8Y) e asfgda sl
oo ST sl sl siall ded ()
p8) all Dlasiad g Osle

5 ¢Gsiu (a2 1,500,000)

Yl A (e Badiuse il dgall (53 ()
A Osle Bl e ST il saatiall Ayl
sl ¢Gsin (bl a2 100,000,000)

(1500) alamas all o ST dgal) 52 ()
Ji fz\jj.ﬂ‘ (_f Q_AL_}A

(e Ao ginally ASgladll " aghadll dae jlatis ()
100 5l 22l 8 dasiall (COCP) " 45,40

“‘Marks” means any trademark, service
mark, logo or indication of origin used by a
Party to identify its business and services.
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“‘Minimum Term” means the initial service
period of any Service or component of a
Service, which shall commence on the
Activation Date and shall expire after 30
days from the Activation Date or at the end
of the Fixed Term, as applicable, and as
further described in Clause 3.3
(Commencement and Duration).
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“‘Network” means the
telecommunications system(s) that are
owned, operated or used by e& to provide
the Service.
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“Party” means either e& or the Customer;
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“Parties” means both e& and the ) i
Customer. cdaaally "2l gl " el
“Service” means each individual

enterprise product or service to be
provided by e& to the Customer, as
described in the relevant section of the
Service Application Form regardless of
whether multiple Services are applied for
in the same Service Application Form. For
example, if the Customer orders multiple
telephone lines then each telephone line
constitutes a separate Service.
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“Service Application Form” means the
e& approved medium through which the
Customer indicates their intention to
purchase or subscribe to the Service, and
includes physical forms and applications
made online, through SMS/USSD
channels, IVR, e&’s mobile applications or
through voice calls and, if attached, any
applicable Commercial Schedules.
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“Service Specific Terms” means the
specific terms and conditions relating to
the Service.
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“Software” has the meaning given to it in
Clause 20 (Intellectual Property Rights).
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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
applicable term of the Service has either
expired or been terminated.
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“TDRA” means the Telecommunications
And Digital Government Regulatory
Authority of the UAE.
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“UAE” means the United Arab Emirates.
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means United Arab
being the lawful

“UAE Dirhams”
Emirates dirhams
currency of the UAE.
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‘User” means anyone who is properly
permitted by the Customer to use or
access the Service purchased or
subscribed to by the Customer.
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1.2 Interpretation 2.1

In these General T&Cs (Business) and
unless the context otherwise requires:
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(@) headings and bold type are for
convenience only and do not affect
the interpretation of the General
T&Cs (Business);
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(b) references to the Parties and Clauses
are references respectively to the
Parties and Clauses to and of these
General T&Cs (Business);
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(c) words importing the singular include
the plural and vice-versa;
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(d) where the words ‘include(s),
‘including’ or ‘in particular’ are used,
they are deemed to have the words
‘without limitation’ following them;

Ble s "elly bl ples "dadd! Bl ¢ -3
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(e)in the event of any inconsistency
between the Arabic text and the
English text, the Arabic text shall
prevail,
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() each of the Services set out in the
Service Application Form will have
effect as if set out in these General
T&Cs (Business); and

Al alla m3gad A Baylg dedd JSI (<.
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(g) where a term or acronym appears in
capital letters and is not specifically
defined in this Agreement it shall have
its industry standard meaning as
would be reasonably understood by a
customer or supplier of

S ol jlaidl §f mllias 39y i . )

telecommunications or information )
technology services. lasledl
2. STRUCTURE OF THE By JSa .2

AGREEMENT

2.1 The agreement between e& and the
Customer in respect of the Service
supplied by e& for use by the
Customer is recorded in the following
documents:

daanlly "xl ' o AEEY) o 1.2
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(@) the accepted e& Service
Application Form(s);
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(b) the Charges (which will be
published on the Digital
Channels and / or issued by e&
to the Customer in a
Commercial Schedule);
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(c) the Service Specific Terms;

¢Aaaally Lalal) AaYlg Jag il .z

(d) these
(Business);

General T&Cs

lard ) dalall 2lSaY g dag il o282
()

(e) e&’s Privacy Policy;

() any other information expressly

¢Aalay) sl pa caal (gal laslea 4 .
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incorporated into the
agreement; and
(g) where applicable, any || oy dlaSs MSaly hagys @l sy of L)

supplementary terms that may
be incorporated by e& into the
Agreement from time to
time(for example, specific
terms for add-on services).
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2.2

The Service shall be subject to the
terms and conditions set out in the
documents listed in Clause 2.1
(Structure of the Agreement). In the
event of any conflict between
provisions of the documents making
up this Agreement, the order of
precedence shall be as set out in
Clause 2.1 (Structure of the
Agreement) (in order of decreasing
precedence) unless explicitly stated
otherwise. Where the provisions in a
document with a higher precedence
modify or conflict with some but not
all of the provisions in relation to a
particular issue addressed in another
document with a lower precedence,
the remaining related provisions in
the document with lower precedence
shall remain valid and in force to the
extent that it is practicable for them
to do so.
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COMMENCEMENT & DURATION
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3.1

The Customer is legally bound by
terms of the Agreement on and from
the Effective Date.

LAY 038 alSafy dag pi Ligild Jaenll a3l 1.3
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3.2

e& reserves the right to reject any
submitted Service Application Form
for any reason, whether previously
accepted by e& or not, including but
not limited to the inability or
impracticality of providing the
Service

[N PR | Lﬂ Jaanll (e p2ia dadd
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3.3

The Service will be provided to the
Customer on an indefinite month-to-
month basis, or for a fixed period
(“Fixed Term?”), the length of which is
agreed to when the Service is
purchased or subscribed to by the
Customer.
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3.4

The initial service period for the
Service shall commence on the
Activation Date and shall expire at
the end of the Minimum Term. If the
Customer orders the Service on an
indefinite month to month basis, the
Customer’'s Minimum Term shall be
the initial thirty (30) day period after
the Activation Date. If the Customer
orders a Service with a Fixed Term,
the Minimum Term shall be
equivalent to the initial Fixed Term.
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3.5

Unless and until the Service is
terminated by either Party or expires
in accordance with the provisions
contained in the Agreement, the
Term for the Service will
automatically be extended for an
indefinite period on a monthly 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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3.6

The Agreement shall be applicable
for the Term.
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4.

NEW SERVICES

sasaal) cilaadl) .4

4.1 The Customer may apply for a new

service by completing the relevant
Service Application Form for that
Service. The Customer may also
apply for any new offer relating to the
Service by completing the necessary
formalities intimated by e&. e& will
be entitled to accept or reject the
application for a new Service or new
offer. When an application for a new
Service or offer is accepted by e&,
the new Service or offer will be
added to the Agreement, and the
Agreement shall be deemed varied
to include the Service Specific Terms
and/or any or any supplementary
terms pertaining to such new service
or offer.

Slo dsasll by sl Juall jm 1.4
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4.2 This Clause (4.2) applies to Customers

that are not Large Business
Subscribers. If the Service is a new
telecommunications service, e&,
may in certain instances, specify a
time frame in which the Service will
be activated ("Service Activation
Time Frame"). Further information
regarding the Service Activation
Time Frame can be found at: [[Click
Here]. The Customer may be entitled
to  compensation in  certain
circumstances if e& fails to activate
the Service within the Service
Activation Time Frame, as further
described in e&’s Code of Practice,
the most recent version can be found

at: [Click Here].

A Slaall Ao (2.4) anll s adaiy 2.4
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(Click Here) : e Jisie lgl duaas

ADD-ON SERVICES

ALyl claadll |5

5.1

The Customer may apply for a new
add-on service by completing the
subscription process. When an
application for a new add-on service
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https://www.etisalat.ae/content/dam/etisalat/business-docs/smb/2024/smb-activation-sla.pdf
https://www.etisalat.ae/content/dam/etisalat/business-docs/smb/2024/smb-activation-sla.pdf
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is accepted, these General T&Cs
(Business) will apply to such add-on
service unless explicitly excluded.

(Qlee¥) cilars) dalall 2S5 Jag i oda (la
uab alle (ddlay) Gladdl @b e sulaiis
REILRE, EQirSy- SNV

5.2 It is acknowledged that add-on syl asleay) cladl) shd jean 2.5
services may be purchased or ) i ) . o
subscribed to using physical forms, | | s 4l cldhally 48,6l = dlaill aladiub e
applications made online, through IVR s SMS/USSD e (DA 1e i i
SMS/USSD channels, IVR, using the 7 ;/ Sl Da e g ‘
eLife TV services, using any of the P e gl elife TV clad aladails
e& applications or through voice i A e et
calls. LI a5 e clidas A ladid

gl

6. USE OF SERVICES: CUSTOMER 208y Juandl clalil celeddll aladiad) .6
OBLIGATIONS AND RESTRICTIONS W Sl e ) ¢

Lardl) aladiu

6.1 The Customer shall use the Service

for its own professional purposes,
without adversely affecting third
parties and provided that:

Ligall Galed Laxdll Juall 23 1.6
Gl Ao W ey g o) g9 L dalal)

RESSEINEN

(@) the Customer uses the Service
in accordance with the terms

and  conditons of  the Sl o Guny caalgll sl e 43l
Agreement, duly fulfilling its L] Al
obligations; ¢JaSY) anll e

A&aly Lag il Wy deadll (Jueall axdiy

(b) the Customer operates in
compliance with the provisions

of the applicable laws
(including the laws of the UAE),
telecoms legislation or

regulations, and in accordance
with public order and good
morals;

Ay 4 L) bl Gl daesl a3l o
lgly c(Baniall Aupll byl Ay il
AV aladl alaill Ugy cVLasyl culas g

¢dalall

(c) the Customer complies with
any licences to which the
Service may be subject; and

) pds 8 adli &b sl a5l
}QE\.AJQ\

(d) the Customer remains
responsible for any access and
use of the Service by its Users,

poll pen Oy Anadiiie 8 e deadll
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all  Charges incurred and
compliance with all terms and
conditions by it and its Users
under this Agreement.

(e) the Customer undertakes to keep
up-to-date information and
records of all Users, at any
point in time, who access or use
Services that use a SIM card.

¢Ali) o2a b 5a)lsll S YI

Glilug Glaglear LaliaWh Jaeall g2y ()
Al Al Gleadll fpandiiadl zeal dass
@ b el danyd aaais ol L) Jseasl)

.QG}Y‘ %) C'_\B}

6.2

Subject to any other requirements
laid down by law or other provisions
of this Agreement, the Customer
undertakes not to use or allow the
Service to be used by third parties to:

O Cangas (il llliie & slelye ae 2.6
Jaeall 2gay ABEY) o3g) (af AT &)
0o Leahatinly Ll ol cilaadl] aladin) axe

tal Gl s

(@ knowingly receive, upload,
download, transmit, disclose,
distribute, send or otherwise
circulate information, data,
material and/or Content which
is contrary to public morality,
obscene, defamatory, illegal or
is otherwise offensive,
disturbing, fraudulent, or
malicious, or which violates any
laws or regulations, or is in
breach of any intellectual
property rights, confidence,
privacy or any other rights, or
which comprises of a virus or
other item liable to cause loss
or damage,;

lebians sl olgall o lilad) ol cilaslaal) ki
3 el o lgie cassll o Lol ol el
Grinall A I/ 5 8yma o lgasens lly (DA
=P RCH K B S P RV PN ORY S AP
Aol 13 5 gl e o dipeln o ddald
X N R S Vi R TS O R TWPEU
Asle (3gis 4 lgiy ) ilollly olgdl) g
Al Gsin &l sl duasadll ff dnull ff duss
Gl sl Clugyd o gima ) gpaal
S pld b ocud of als g AT jaie

5)}'4

(b) violate or infringe any third-
party intellectual and/or
industrial ~ property  rights,
including without limitation, not
to post any copyright material
to any public forum or mailing

list without the explicit
permission of the copyright
holder;

LSl Bgin ae pplam ) clgin Ayl o
Cipla (Y deliall LSL Ggan sl 5 A Sal
@l Sle il aalall (3sea Ll dlge (1 i axe
On e O3 O30 Ay Al oo (s
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(c) send messages causing any
threat, harassment,
annoyance, inconvenience, or
concern to any person;

@ s o lels e daar Bl S 2

tpads @Y Gl J zle) o dalae o ang

(d) send unsolicited electronic
communications (including but
not limited to spamming or bulk
commercial e-mails) to anyone;

b seye e dng sl by JL¥ o
ad Csepall e (g SN all dlld Jadsg)
I (Aaadl el g 5N ) Bl

(e) gain 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;

@l ) Jpeas) Aglan o Jgeasll Gaajas .2
o) Al e gula ol
e dganll (90 silias gl Al cilaglaa
il Clasl 5 ol (o s il

¢ joliaal) of Clagleall of dakaiy) el

() impersonate another user or
falsify another person’s
information;

e 5 AT pase Bt s il gt

¢ Al Ladd Glaglaa

(g) resell, trade in, or remarket the
Service, receive any charge or
benefit from the use of the
Service, or share the Service
without the prior approval of e&;

o e Babiad) of cleadll oy sale] sk . )
sha Slgh gl asey B ) lghags ale)
e Jyeanll 053 lgb il ol Lgalasiad

¢l (g) (e ARpusal) 4] 5al

(h) attempt to receive any Service
or permit others to attempt to
receive any Service without
paying the applicable Charges
or for fraudulent use;

ladl o dexd 4 e Jpanl) Aglad .~
&8 sd dexd A e Jgeanll Alglae a3
(ALY Al s ol 8 el o gl

(i) bypass, or attempt to bypass
the Network, reverse engineer
the Service, or to interconnect
without authorisation to any
telecom or other network;

Uglaw § a<all Lo GlalN) jap WL
ool duvia Ko ol lede calaly)
) A 4 of sigal A ae Aaall 1l Jas )

‘C\:D.a.aﬁ U9
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() move, modify, relocate, or in
any way interfere with the
Network; and / or

lSe Ui Lebaes 5l A0l lijas i o5
Sl ¢SV (e IS8 sl g Gaall ]

(k) undertake any criminal or
unlawful purpose.

L8 e o bl dae gl pldll an .

6.3

All Voice Over Internet Protocol
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 communications.

e Aggal cleddl awa el 3.6
2 Ui dB e dadiall cu iVl JeSsig 5
o o deanll il Guss (uadse
ol Dleadll ¢ peas (50 138 Jading . Lgalaany
o€ i) s S 55ea) of bl

Il

6.4

The Customer will indemnify and
keep harmless e&, its officers,
Affiliates, employees, agents and
subcontractors against any liabilities
or costs arising from any and all
claims by any third party — including
Users — in connection with the use of
the Service in breach of this
Agreement.

lalSyig il (gl Addgsuse DA Jaandl e 4.6
oblll e Lealslaay Lelacy Lgadlagay dxalil)
Wilens S 5l o) & oo Lemigais
Gy Ly e jaT Gl (ol cldlae S5 6 e
Aoy ylay aadl) aladinly glath Lasd — (ppeddiindl)

LAaalay) slgan

6.5

e& may at its discretion, and without
notice, deny access to, remove, or
modify any information, data,
material and/or Content that may be
defamatory, offensive, illegal, may
have infringed any third party’'s
intellectual property rights, be in
breach of this Clause (Use of
Services), or is otherwise deemed
unsuitable by e&. If e& stores
Content for the Customer, e&
reserves the right to remove such
Content for legal or regulatory
reasons.

O3s oalall yd o 31T 6L 3520 5.6
cllall o clagled) I Joeaglh jlas jlei)
Lpgil) dapdall ) Gligisdl /5 dgall
Asla) dgn gl Anglill e g Lasagl)
g B I Al o el ol (Y 4
Oe Lol ye yiad ol (leadl) aladinl) i)
3l (g) caald 13l . Lgbaat ) Lgally] o T (5] B
Al G hiws Lild cdreall (g 38

alann o dugild QL

6.6

Fair Usage. The Service is offered
for the Customer’s reasonable use.
Excessive use of the Service beyond
that which, in e&'s reasonable
discretion, is normal and reasonable

S ekl ul o) as L Jalad) aladiy) 6.6
Ala ay st ahasiul) (mp el
3l gl opian Aly deadll dajiall aladsiny)
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and which, has the potential to
negatively impact the quality of
service available to other Customers
may result in e& taking measures
including throttling the Service which
may impact the desired or expected
speed, or suspending or terminating
the Service in accordance with
Clause 18 (Suspension or
Termination by e&).

dstea e gle e Galall Layalh Cuuas
Lerall 33sn Ao Saine Wil Ll 4l 05Ss
i 331 38 ail (6] ol ¢ yAY) eDlaall Aslial
oo g sl el hum Jei el
o) Laxdl)l Gt gl dogllaal) ol dadgiall de o)
O 3le) ol daall ala) 18 xull Gy Lasled)

(5] U3
6.7 e& is not responsible for material or laglaall ol Slgall e Agguse e T 5 7.6
information contained in any third- . . .
party Content that is accessible | | ¢ily )& iyl dluy (s5ina (g & 52954l
through the Service. The Customer . g s .
. . Aeadll Pl e (S
is solely responsible for all Content 2 Pa 0o sl dsasll o5
that it transmits (whether by A A ginall Ll e Jggume sang Jaaall
electronic communications, voice or . fa N .
other means) and for determining the Al Sl dg SN SOyl dlas) 4l
suitability of all accessed Content. Jal€ AaDle sty (dilugl) (e lajpe o
) Joagll ol algln 5 6l (sginall
6.8 ANTI SPAM CALLS & MESSAGES

LalazBy) Jilu g clall<all 8.6

6.8.

6.8.

1 Any capitalized terms referred to in
this section are either defined herein
these General T&Cs (Business), the
Spam Calls Policy or the Cabinet
Resolution No. (56) of 2024
Concerning the  Telemarketing
Regulations; and the Cabinet
Resolution No. (57) of 2024
Concerning the  Administrative
Violations and Penalties for Acts
Violating the provisions of Cabinet
Resolution No. (56) of 2024, as may
be amended from time to time
(together referred to as the
“‘Resolutions”).

2The Customer shall comply with the
TDRA’s Spam Calls Regulatory
Policy (Spam Calls Policy) as
amended and in effect from time to
time, and the Resolutions. The
provisions of the Spam Calls Policy,

Cagyan 8)sSal) calallaiadll e (s 223 6.8.1
Lyl oda b L) dipe audll 138 35S
L) Al 8 o (JleeY) Lalall AT
(56) pd ehyaoll (ulaa JLB A ol Lgub dalandY)
Cilgdl e Gusedll aban ol 2024 4
ol 2024 2 (57) a8y shsll Gudaa )i
JadVL dalaiall clehally Ayl clallad)
Ll (56) a3 elysll Gulae 18 AKSY i
Dling) LAY iy (e abined S e caua 2024

(LA 3 Gaaine agal

Lasd Lgll dulid JEYL daeal) o5 6.8.2
G duln) Ayl Gldall gl
Ol LAY iy e Alaadly 33U (Lualaza)
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and the Resolutions, and any related
instructions  or  directives  or
guidelines issued by the TDRA are
incorporated by reference into these
General T&Cs (Business), as
applicable, and thereby form an
integral part of them.

6.8.3 Any breach by the Customer of any
applicable provision of the Spam
Calls Policy as amended and in
effect from time to time and the
Resolutions shall be a material
breach of this Agreement and may
give rise to appropriate penalties or
liquidated damages as appropriate,
as well as Agreement suspension
and termination.

6.8.4 The Customer shall not use or cause
to be used e&’s network and services
to initiate, make, or facilitate making
spam calls or messages.

6.8.5 The Customer shall refer to the do
not call registry (“DNCR”) for
guidance before placing any
telemarketing call to a Target
Number. It shall only be permissible
to make a call to a Target Number
after verifying that such number is
not listed in the DNCR. The
Customer shall not initiate a
Telemarketing Call to any Target
Number listed in the DNCR; whereas
the Customer may call a Target
Number if it is not listed in the DNCR.

6.8.6 The Customer shall not initiate or
cause to be initiated any
telemarketing call to consumers
between the hours of 6:00pm (18:00
hours) and 9:00am (09:00 hours).

6.8.7 The Customer shall not use
telemarketing calls to encourage
consumers directly or indirectly to
call or send a short message or other

Ly chhally duelasty) LK) dulu oKa]
g Al e Bplaa il o clades
Lgydll oda 4 lgle pagaic  agadll
S iy ihae g L (Jlee¥l) HSaY)s
Agie Ba Y

ASaT e (Y daenll (e G153 6 6.8.3
iy cpe Aasally dualai®y) Gl Al
25 LAY o3¢ (gole B iy ChlAly HAY
WJal s Gliargany @l A g2
gilgly dalay) aalas ) dalayl

All el lgahadiad & ) o Lglerdg
aalaid) Bl o e eha) Jagedd |

O e Adilse o cianll j5a0 ¥ 6.8.5
e pdy @Y i) e Aiped LS (5a
Ldiny of dsee) o 5yshaadl A8V Jass 3
o omle (2) sad clailgad)l auea! EDla
e Bbgad AdlKe AT ehal e g U8V

AL (53 80 ) il

Al sy ol @y o dienll 3523 Y 6.8.6
o edhandl ) cailel) e Abiges dalSe (5L
Wlaa 9:005 (18:00) slse 6:00 el

.(09:00)
G alasin el jsa Y 6.8.7
I8 lgidl maniil Cilgl) e Agust)
Juo) sl Qi) e dle e 5 il
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electronic communication to any
premium rate number.

6.8.8The Customer undertakes full
responsibility for adhering to all
telemarketing rules, regulations and
any applicable laws as amended
from time to time including but not
limited to the instruments mentioned
in Clause 6.8.1 above.

6.8.9 The Customer acknowledges and
agrees that the Competent
Authorities (which is the federal or
local government agency concerned,
each in accordance with their
jurisdiction,  with  licensing  or
regulating economic activity) may
impose penalties, including
warnings, fines, service(s)
suspension/ cancellation, and/ or
cancellation of trade licenses in case
the  Customer  violates any
telemarketing rules, regulations, and
any applicable laws as amended
from time to time in accordance with
the Resolutions.

Ay ) LY (g g o) B Sl

nas ol ol )

AN 8 ALISH A ggsal) Jaanl) Jany 6.8.8
Gl Zalall gl aelsdll  wans
OAY iy e dshaall Guilsil (ga (gl A gaail
ZI) ¢ pmnll ¥ B s e elld 3 Ly

kel (6.8.1) salall 3 5,5<0all 43l

Glgall o Lo Gilgs Juall 2 6.8.9
S Aalady) LuesSall dgall ag) Al
PIRIPAY il Adad)
i B (galaidy) Lliall adavig and i
Lpdas Jily @lld 4 o doead) e cileha
o ccleadll/dardll sl g saleiy el
oo gl Al Jls ol das)) sl
Cilgll e @ieall dalal)l claddailly il
gAY Sy e Asrag L Jsare lsh sl

Al G

Glai sy

6.9 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.

HSa b e cled)l S Ja 8 9.6
a1 g ob ad) DA daeal) oy a3ld caraa
el alls 7agai (8 ddle 3ises a5

6.10  Furthermore, the  Customer
acknowledges that e& is under no
obligation to provide some or all the
Services at a location where e& does not
provide coverage in relation to such
Services. If, during the Term, the
Customer relocates to such location, then
the applicable exit charges shall be levied
in relation to the Service(s) unavailable at
the aforesaid location.

ﬁéﬂ‘gﬁ\dhdﬂaﬂ\)ﬁg&ﬂﬁ&ﬁjm& 10.6
é}d\é&hﬂ\&j@)ﬂéﬂ&)h
laadl) adel Aphaat Al () 4 A Y A
DA el Vi ) Jseell J1 e i g
UJQ :\_‘MLA]\ ;L@_N\ P ua)ﬂ E\TﬁLﬁY\ B
gl (B B gl e cleasl) S daaal)

583l
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ACCESS TO CUSTOMER SITE,
HEALTH AND SAFETY

daall Celaly Juand) giga ) Syl .7
Lol

7.1

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

Oa ol 31 ) e o Jaad) ey 1.7
e 8 S dseasl) 3n dalall aiis o lgaia
A Gle dpandl el (3 Ly el a5
@) s Lavie litlge o lelie) 5l anl
COans ehal ol dsall aige ) Jsaasll il
daaad) adge () Jgasll Gaing Lderdd) e
Cufty olii) Gay Glagleall daalye dulsal
() f DL ey b L) JLaiy) Jashad
Gibas dcbd) X1 (g) Sgaly 21 () aaay
S dgibia o bylaal o leasd o A<l
et o) clgbans of clgie 3l o lgilen
el S L) o Jlasal of dgadial f
g Gl il (o e Aggue 3l (o) oS
03 o Jpanll 8 Jaeall AL 13 Leadl

eobailly padilly culadlgal

7.2

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.

Glabaall s Jis O dseadl Lo aan 2.7
@) s Ji cleallaall i/ 5 dsanll adgad oD
Laldl Lbually @S Jleel o0 gL ad

7.3

The Customer shall ensure that all
Customer Sites at which e& installs,
maintains, and provides the Service
are suitable and safe working
environments and free from any
unreasonable risk to health and
safety. The 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.

e 058 b e o) daeall e a0 3.7
Lardll cudiy lgd 0l (g) astine Al asdlge
Jeall &aly Badle 2 (b Wapdsiy Lgiiliag
Aaall e Wginn e bl & e AL,
S sl a3y o daaall e g LD
daal) mlsly el pes olis U &1 gl
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Adae Uginag (il el ilillaia 4y Ll

daall adga b
7.4 Provision of internal cabling or 3 3 Juls) G el e e 4.7
: o : 90 2ald SR )y el g
ducting within a Customer Site from 8 < . *j. ) A
the e& termination point to the| |4 I ) ) 1 &8l dhdill o Jaead
Customer’s telecommunications 1 e . & 15 .

. . ) hLall aaY Gy ¢Jaanl) Jlail

room will be provided at the g s «andl

Customer’s choice upon one of the

options below:

(a) the Customer will arrange the b aldl alia Loy el asi
onward connectivity from the N B i
e& termination point to its| |4 &bkl byl dai e oyl LUl sl
telecom room within the . Yy al 722 Aol T

X i Jg 4 dalAl) J Jlail ddye slanhy 2l (g

Customer Site at its own cost; Gy« Jeard) ;f’ a2
or j\ QQ)EA (i ci]

(b) e& will arrange the connectivity b gl e e das)ll ddae T (g gL
to the Customer's telecom - T i '
room and will bill the Customer | | e Sl Jaeatg Sl 55568 atasg ¢ Jraall joa
the associated Charge. In 3 X N sal -

-, . e Yo J Sy ) dale) |
addition, the Customer s 02 abese ol O5Sm ell ‘M
responsible for arranging any LS aygig diae Jlael 4
civil works and cable trunks.

8. e& EQUIPMENT "a) o) a8
8.1 Where e& provides e& Equipment to S T () e g a5 ash Lavic 1.8
the Customer or installs e& 7 T T

Equipment at the Customer Site, the | | I (] @laza (i cdalise A @i 5l Jueal)

e& Equipment will always remain W el ~lias e ot o) ASle aas Ladly s

e&’s property and e& may need to @t i DR e u“ s

alter or replace it from time to time. CAY g e lgdlasal gl Lgbaes )
8.2 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.

) Slare (ld (lly (DA e jati ol L 2.8
O s aadll e S Jread) ) dacid) i
A s 8y el ol vie ail () ) alas
Al 13gd g T (o) lana Balels Jueal) ok
Crtiad of 211 gl 1 jemn aild (2l () Cilasa)
1 g) lana ale) ade Jilae Logusy daenll (1
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8.3 The Customer must look after any e& T ) Clarar iy of daeadl e caay 3.8
Equipment provided to the Customer T - N .
and comply with any instructions | | 3| ) sl clades 50 a3l (s 4l deaiall
provided by e& or its representative baall Jesi DAY cde e Lol i
from time to time. The Customer will . T B R UA . 2
bear the risk of loss or damage (other bty il (o) Clana e o olasd jlalas
than ordinary wear and tear) to the ot p N "
e& Equipment and is advised to fully Ol pael) s ((galel) Jlaial s il Lo
insure the e& Equipment for risk of et jhalae ke Jol€ IS8 2l ) ilaxs
loss, theft, destruction, and damage. o e s

Ay pai ol b o) Leiyu ol

8.4 The Customer will not allow any Gy o) ase Al sl Jaeal) mand o 4.8
charges, liens, mortgages or . o .
transfers or any other encumbrances | | ¢! @l Jde @il bl &3 ol L
to be created over the e& Equipment. N

8.5 Responsibility for the reporting of o 50 Adgie danll ile e o 5.8
faulty, damaged, or lost e& } . o o
Equipment rests with the Customer. L) (g) @lanal Glagd gl il ) JUacl 4

8.6 The Customer. shall r.10t attempt to s gl ol o Ui Jueddl e jlay 6.8
relocate, repair, modify, or in any AL Y s el o el
way interfere with the e& Equipment | | <= - S) 5 gl haney IS5 b dasll
(or any words or labels on the e& | | s LS (2l ) Glase o aifie Slaus |
Equipment), nor permit a third party Ly Ll AT ke c,s‘\f e ueall e
to do so.

8.7 If replacement of the e& Equipment

or maintenance is required as a
result of:

Lilua ) i (g) Claee Jlagind alli 13) 7.8

) da

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

el el o Jla¥l gl alaaid) esn
Jrenll U (e 2T () lana ol 53gaY 2exiall

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

o caiadaay 2l (gl Al sl g1 ) el
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(c) if the Customer fails to comply
with  the terms of this
Agreement then e& will charge
the Customer at its current
hourly rates for maintenance
services and/or any
replacement of e& Equipment.

ALY o3 alSaly Jag pd dsenll ol a2e .z
Uty dsanll e aguy iluials asiivs 3T (g) o3
Glead ai e Wla Gaadll Gilelall Jand

LT (g) lanad Jlaiu) sl 5 Lluall

8.8 If e& Equipment needs repair or
replacing 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.
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8.9 Where applicable, the Customer is
responsible for making available a
constant electric power supply to the
e& Equipment.
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9. e& SOLD EQUIPMENT

delial) &) () wita 9

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.
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10. CONNECTION OF CUSTOMER
EQUIPMENT TO THE SERVICE
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10.1

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

Ly ob e o daeddl ey 110
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10.2

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, facilities 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 or failure
caused by any Customer Equipment,
facilities and/or software (such as
cyber-attack or technical failure) to
e& or other e& customers as a result
of the same.
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11. PLANNED & UNPLANNED (s Ual) & UsiiNlg 4l Jabial) g Waiy) .11
OUTAGE

11.1 Planned Outages. e& may, from time oo a1 gl 3 jenn .l il g Wiy 1111
to time, upon reasonable notice . ] .
where practicable, suspend the | | OSel Cus Jstea Hladl e cluy AY b
Service during any modification or i 0 A ehal vie desdll aue Llee b
maintenance of the Network and, S s gl ebal e Ao S ’
unless specifically agreed with the ae Juan Gyl S ool by Al dilua
Customer, shall have no liability in P S -
relation to such suspension or B8 At lgsue & 23} (5] daat Ol echaadd
disruption. . Caalanll

11.2 Unplanned Outages. e& may, from

time to time and without notice or
liability to the Customer, suspend the
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Service during any technical failure
of the network congestion because
of an emergency or upon instruction
by emergency services or any
government or appropriate authority
or for the Customer’s or Users’ own
security or force majeure events.
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11.3

e& shall use reasonable endeavours
to restore the Service suspended
due to planned or unplanned outage
as soon as reasonably practicable.
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The Customer shall remain liable for
all Charges levied in accordance with
this Agreement during any period of
suspension arising from a planned or
unplanned outage.
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This
Customers

Clause (11.5) applies to
that are not Large
Business Subscribers. The
Customer may be entitled to
compensation in certain
circumstances where there is an
unplanned outage (or a planned
outage which e& has failed to notify)
of a telecommunication service as
further described in e&’s Code of
Practice, the most recent version can
be found at: [Click Here].
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12. CHARGES, BILLING & PAYMENT

gally ilsilly asuat) .12

Charges

py)

12.1

The Customer agrees to pay the
Charges for the Service that apply on
and from the Effective Date or the
Activation Date (whichever occurs
first), whether or not such Service is
used by the Customer, and whether
it is used with or without the
Customer’s knowledge or
permission. The Charges are as

S el aguny Ao o Jaaall Gilg 12.1
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specified in the Commercial
Schedule, or where payment is not
expressly  stated therein, in
accordance with the e& price list
prevailing at the time of usage, or as
notified to the Customer by e&. If the
Customer has a query regarding the
price of any particular Service it can
contact e& using any of the
communications channels referred
to in Clause 35.
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12.2 Accrual of Charges. Unless
otherwise stated in the Agreement,
e& will bill the Charges as follows:

D Lo jan Al L Al agull 12.2
31 (gl O sl 8y5ild OsSu (Al 8 el

(@) rental Charges shall accrue
from the Activation Date and
are billed in advance;

fing Jondil) Zls e Jlady) asell Gaied
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(b) usage-based Charges shall
accrue from the Activation Date
and are billed in arrears; and

Judd )i e aladinl) agull Gaiud Lo
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(c) one-time Charges (such as,
connection Charges, early
termination Charges,
downgrade Charges etc.) shall
be billed in accordance with the
terms of the Service Application
Form, Service Specific Terms
or as advised to the Customer
prior to a change being
implemented.
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12.3 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’
services.
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12.4 This Clause 12.4 applies to
Customers that are not Large
Business Subscribers. In the event
the Customer (or by e& due to the
Customer’s breach of the
Agreement) terminates the Service
that is subject to a Fixed Term before
the expiry of the Minimum Term, e&
shall be entitled to charge the
applicable early termination
Charges, in accordance with the
following:

(@) Subject to Clause 12.4(b), if the
Service is provided under a contract for:

(i) Telecommunications services only, the
Customer shall pay an early termination
Charge, which shall amount to:

A. AED 1,000 or one monthly rental
Charge of the Service contract
(whichever is lower), only if the
Customer who has subscribed to
the telecommunications services is
a natural person and where the
natural person, as opposed to a
legal entity, is responsible for
paying the monthly invoice
(“Residential Consumer?”); or

B. one monthly rental Charge per line
of the Service contract.

(i) other Telecommunications services
bundled with a device(s), the Customer
shall pay an early termination Charge
calculated as per the following formula:

Bf + (Rp / Ct) x (Ct — (1+N))
Where:

Bf = basic exit Charges (calculated in
accordance with Clause 12.4(a)(i) above)
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Bf + (Rp / Ct) x (Ct — (1+N))
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Rp = the retail price of the devices(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.

(b) In the event that the Customer changes
their Service contract during the Minimum
Term, the following apply:

(i) Subject to Clauses 12.4(b)(ii) and (iii), 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:

A. (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,
only if the Customer is a Residential
Consumer; or

B. (1 x oldMRC less 1 x newMRC) per line.

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);
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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.

(i) 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.

(i) e& shall be entitled to charge the
applicable early termination Charges in
accordance with Clause 12.4(a) if: (1) the
new Service contract is not subject to any
early termination Charge; or (2) after
changing Service contracts, the new
Service contract is terminated prior to the
expiry of the Minimum Term
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12.5 If the Customer terminates a Service
prior to the Activation Date, the
Customer shall pay e& the costs of
any work that was started in respect
of provision of the Service. e& may
alternatively deduct these costs from
any advance payment or deposit
which the Customer may have paid
towards the provision of the Service
or from any other entitlement which
e& must pay back to the Customer.

12.6 The Customer agrees to pay all
Charges for the Service within the
timeframe by 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 (14) 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.

12.7 a. Furthermore, in the event of
migration to the other recipient
telecom operator, the Customer
acknowledges and agrees to pay
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and settle in full and promptly any
outstanding charges due to e&. In
case such amounts are not settled
and cleared in full by the Customer,
e& will request the other recipient
telecom operator to suspend or
terminate the migrated Service. The
Customer hereby expressly
acknowledges and agrees that e&
(including its affiliates, officers,
employees, agents and contractors)
shall not be liable for such
suspension/termination  or  any
further consequences whatsoever
resulting therefrom.

b. Conversely and for the avoidance
of doubt, in the event the Customer
IS requesting the Service to be
migrated to e& but the Customer did
not clear in full any outstanding
charges due to the other recipient
telecom operator, then the Customer
understands and agrees that e& will
be authorised by the other recipient
telecom operator to suspend or
terminate the Service upon its
request.
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Billing

Silsil

12.8 e& will send the Customer’s bills
monthly, unless otherwise stated in
the Service Specific Terms for each
Service. e& will bill the Customer
either in Arabic or in English
according to the language chosen by
the Customer. The amounts shall be
billed in UAE Dirhams. The bills will
be sent to the billing address in hard
copy or via email in soft copy (e-bills)
according to the choice of the
Customer. If the Customer does not
receive its bill, the Customer should
immediately contact e& using one of
the communications channels
referred to in Clause 35.
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12.9 Unless stated otherwise in the
Service Specific Terms, all rental
Charges, additional benefits in a
Customer’s Service package (such
as, free minutes etc.), and other
applicable  Charges shall be
computed on a pro-rata basis from
the Effective Date or the Activation
Date (as applicable) until the date of
the first bill. Thereafter, commencing
from the first billing cycle, the full
rental and benefits will apply and
shall be charged in full.
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12.10 For all postpaid Customer
Accounts, usage Charges for the
Service will appear in the next bill;
however, sometimes there may be a
time delay before certain Charges
appear especially in the event of
usage 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 voice, data
and SMS usage whilst roaming. All
roaming Charges will be converted
and payable in UAE Dirhams.
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12.11 Any disputes which the Customer
may have regarding a bill must be
brought to the notice of e& using one
of the communications channels
referred to in Clause 35 within (45)
days from the date of issuance of the
bill by e&, otherwise, the Customer is
deemed to have accepted the bill.
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Payment
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12.12 Any Charge must be paid to e&
within (14) days of the date of the bill
or by the second day of the month
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following the date on which the bill
was rendered, whichever is later.
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12.13 Payment can be made by the
Customer through the various
payment channels available to the
Customer and listed on the Digital
Channels, or according to the
instructions given by e& in the
Service Application Form, or in the
Customer’s bill. If the Customer pays
the bill by bank transfer then the
bank charges or fees that are levied
by the bank shall be borne by the
Customer.
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12.14 The Customer will ensure that its
billing address and payment
information provided to e& remains
current at all times.

Rl il lagbeay Lilsils (aldll 4l

x| Lﬁl |

12.15 Ifthe Customer uses more than one
Service, and unless the Customer
instructs e& otherwise at the time
payment is made, any payment the
Customer makes may be applied by
e& towards any outstanding amount
for any of the Services. e& shall be
entitled to set-off any amounts e&
owes the Customer against any
outstanding payments due from the
Customer to eé&.
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12.16 If the Customer does not pay all of
the Charges when due, e& may:
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(@) suspend the usage of the
Service either in whole or in
part;
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(b) charge a Service restoration
Charge;
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(c) take any other debt recovery
action as e& deems
appropriate; and/or

Balei Lulie il () ol el (ol B3l .z
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(d) terminate all or part of the
Service and/or the Agreement
in accordance with Clause 18
(Suspension or Termination by
e&).
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13.

CUSTOMER CREDIT, ADVANCE
PAYMENTS & DEPOSITS

Vs deghall alally Jeaadl lasil .13

Calilly

13.1

For certain Services which are
postpaid, e& may limit the usage by
providing a credit limit to the
Customer; or may require the
Customer to pay an advance
payment or deposit on the Customer
Account without limiting the period
during which the advance payment
or deposit is retained by e& (butin no
case may it exceed the period of the
relevant term for those Services or
until either any monies outstanding
under the Customer Account are fully
settled or the Customer has returned
the e& Equipment related to the
Customer Account).
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13.2

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 set-off
the credit limit.

Al deasll aladiad el 38 2.13
plaainl sabas 21 (g) 1 jsang . sibaall Slasy!
LAY sas Jueall jglad Jla b dendld
daw s el Jla 8 @leaald) sale] g

LY aa Bogu] diatieal) @) Jranl)

13.3

In case the Customer is required to
maintain an advance payment or
deposit with e& for the Service, e&
may drawdown the advance
payment or deposit to set off any
outstanding amounts if any of the
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Customer Accounts remain unpaid
or in case the credit limit remains
over utilised or in the event the
Customer has not returned the e&
Equipment after the Service is
terminated.
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13.4

13.5

13.6

In exceptional circumstances, e&
may require the Customer to pay the
Charges on an interim basis, despite
the Customer’s current billing cycle,
and the Customer shall pay on or
before the stipulated due date to
avoid suspension or termination of
the Service.

Clauses (13.5), (13.6), (13.7) and
(13.8) apply to Customers that are
not Large Business Subscribers. In
the event of cancellation of a post
paid service, or disconnection of
service or 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 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 credit
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,
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13.7

13.8

13.9

the refund shall be made by way of
electronic transfer to the Customer
bank account in UAE as specified by
the Customer. If a Credit Balance will
be refunded by a cash payment, the
Customer may be advised to visit
selected e& Business Centres,
further details of location and
operating hours can be found at

[Click Here].

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: [Click Here].

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.

This Clause 13.9 applies to
Customers that are not Large
Business Subscribers. The following
additional terms and conditions apply
regarding credit limit in the case of
mobile postpaid Services, unless the
Customer has given express consent
for the removal of the credit limit
protection functionality from their
account. 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
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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 Ilimit. The
Customer also hereby

acknowledges and understands that
there may be other costs and
Charges associated with the
Customer account’s 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 bhill
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.

13.10 This Clause 13.10 applies to

Customers that are not Large
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Business Subscribers. 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, 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 O per month. The Customer
may set a monthly 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 to
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 hill
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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.

14. VAT

14.1 For the purpose of this Agreement
VAT means a tax imposed on the
import and supply of Goods and
Services at each stage of production
and distribution, including the
Deemed Supply, in accordance with
the provisions of 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.

14.2 Unless stated to the contrary and
otherwise provided in this
Agreement, any Charges are
exclusive of VAT or any similar tax.

14.3 Any VAT amounts due to e& under
this Agreement shall be payable no
later than 14 days from the earliest of
the date of the VAT invoice or of the
supply of goods or services.
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15. CUSTOMER
PRIVACY

INFORMATION &

aagad g Jraadl claglea .15

15.1 The Customer undertakes to provide
to e& all such information and
assistance as e& may reasonably
require in order to supply the Service
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to the Customer, perform its
obligations under the Agreement and
comply with the applicable legal and
regulatory requirements.
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15.2 The Customer shall inform e&
immediately of any change to its
contact or other Customer Account
details enabling e& to have up to
date information at all times.
Following a request from the
Customer and following appropriate
verification, e& will update the
personal information in its records of
the Customer.

05t "l gl Ay o deead) e ang 2015
@) oSl aibilun of ailily A a6l Gigas
g B Blaa Slogles LliaY) e "l
Slaglee Gunat e "l ) Jaring . lEgY)
daaall bl 2y @Bl (8 duaddl) aeal)

Apnslial) gaail) dulany HLiallg Sl

15.3 The Customer confirms that all
information submitted to e& at the
time of applying for the Service and
when utilising the Service is correct
and accurate. If at any time e& has
reasonable grounds to suspect that
the information provided by the
Customer is incorrect or incomplete,
e& may suspend or terminate the
Service with immediate effect. In
such circumstances, e& will use
reasonable efforts to notify the
Customer prior to any such
suspension or termination.
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15.4 The Customer acknowledges that
any user name or password used to
verify identity for access to the
Service is personal to the Customer
and should not be made available to
any other person. The Customer
should stop using its username and
password and notify e& immediately
if it suspects that someone else may
be using them. e& will not be
responsible for any loss the
Customer or any User(s) suffer as a
result of failure to maintain password
security.
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15.5

e& will take reasonable and
appropriate measures to prevent the
unauthorized use or disclosure of
any personal information provided by
the Customer to e&.
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15.6

Subject to Clauses 15.7 and 15.8
(Customer Information and Privacy),
e& will not share personal
information of the Customer with any
third party not involved in the
provision of the Service without the
consent of the Customer. However
the Customer gives e& the right to
disclose the personal information of
the Customer to third parties for the
purpose of credit checking, security,
fraud  prevention or identity
verification purposes.
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15.7

The Customer acknowledges that e&
may be required to disclose its
personal information or legally
intercept the Service to comply with
the laws of the UAE or the express
instructions of a competent authority,
in the interests of public or national
security. e& may monitor the
Customer’s use of the Service and
record any calls made to e&
Customer Contact Centre for
training, financial control, quality
control and regulatory purposes.
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15.8

e&’s Privacy Policy applies to the
Service. Where there is any
discrepancy between the terms of
these General T&Cs (Business) and
the terms of the Privacy Policy, these
General T&Cs (Business) shall
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prevail. A copy of the Privacy Policy
is available on the Digital Channels.
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16.

CONFIDENTIALITY

C\L{,M\ afﬂ .16

16.1 e& and the Customer shall keep in

confidence any information obtained
under this Agreement which is
designated as confidential by the
other Party or ought to have been
reasonably understood by the
recipient due to the circumstances of
disclosure, or the nature of the
information itself to be proprietary or
confidential to the owner or an
Affiliate of the owner or to a third
party. Neither Party shall divulge
such Confidential Information to any
person (other than its own
employees and/or agents who need
to know the information or data)
without the consent of the other
Party, unless the information:
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(@) is in the public domain other
than in breach of this
confidentiality requirement;
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(b) is in the possession of the
receiving Party before such
divulgence has taken place;
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(c) has been obtained from a third
party who is free to divulge the
same;
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(d) has to be disclosed as a result
of a court order or as prescribed
by any government body with
jurisdiction over a Party.
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16.2 Except as required by UAE law and

subject to Clause 15.3, the receiving
Party must keep such Confidential
Information in the strictest
confidence and wuse it only in
connection with the Agreement, and
must keep such information in
confidence for a period of one year
following the expiration of the
Agreement.
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16.3 Any pricing information provided to

the Customer by e& at any time
during the Term shall be kept
confidential by the Customer for two
years following the expiration of the
Agreement.
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17.

TELEPHONE NUMBERS, DOMAIN
NAMES, ADDRESSES, SHORT
CODES AND SIM CARDS
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17.1 Any telephone numbers, short codes

or domain names assigned to the
Customer by e& in connection with
the Service are not the property of
the Customer and may be changed,
withdrawn or reassigned at any time
in the sole discretion of e&.
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17.2 Any

Internet Protocol address
(Dynamic IP or Static IP), emall
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 addresses revert to e&. The
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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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17.3 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 will be
effected upon the next regular cycle
of updates and not based on the date
the request is placed.

wilse elacl daeall W6 Jls & 3.17
iy 8 Aadys dend 'Sl (g)' Jadiu cdayall
Lad DA e Ll §S Cusy caly)
s el By "0 (6l (e Jalall Lk
aailsal Jrand) Conas 3 135 (il (gl 6 ATl ga
bl dadd (e Jrandl Cilaglas Cada S
A sl ciliaanll dadaiid) gygal) xie Jlal

callal) i s e ualg

17.4 SIM cards shall remain the
property of e& and Customer
shall be entitled to use the SIM
cards (including any Software
they contain) in connection with
use of the Service only.
Customer must inform e& as
soon as reasonably practicable
after the Customer becomes
aware that a SIM card is being
used without Customer’s
authorization, is lost, stolen or
damaged. Customer shall be
liable for any loss or damage
suffered by Customer or its end
user as a result of unauthorized
use of a SIM card (including due
to loss or theft) up to the time the
Customer has notified e& by
attending an e& Point of Sale
that such SIM card is being
used without authorization and
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has provided the necessary
Customer identity verification
details.

17.5 e& will provide the Customer with
such number of SIM cards as it
solely deems fit and appropriate
based on the number of
employees of Customer or the
number of authorized users that
are proposed by Customer.

The Customer acknowledges
and agrees that e& shall at all
times have the right to take the
necessary measures to ensure
that there is no misuse or
unauthorized use of SIM cards.
Such measures shall include,
without limitation, conducting an
audit on Customer (either by e&
or a third party that is authorized
by e&) requesting ‘customer
identification/know your client
documents’ for Customer and
conducting address verification
and credit on Customer.
Customer is obliged to
cooperate with e& where a
request for exercising any of the
above measures is made by e&
to Customer.

17.6 In addition, where the number of SIM
cards requested by Customer
exceeds a certain limit which shall
solely be determined by e&, e& shall,
prior to authorizing the provision of
the SIM cards, have the right to
request Customer to provide
evidence of the number of
employees that it has in the form of
an official list of employees issued by
the Ministry of Human Resources
and Emiratization or any relevant
regulatory authority in the UAE and
conduct address verification and
credit verification on Customer. e&
has the right to decline the request of
Customer for any number of SIM
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cards beyond the limit set by e& or
any other quantity of SIM cards if e&
determines as a result of its
verification and at its sole discretion
that Customer failed to justify the
number of SIM cards being
requested.
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18. SUSPENSION, DISCONNECTION
OR TERMINATION BY e&

OB Cpe daadl) el gl Juad o galas .18
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18.1 Subject to applicable laws and
regulations e& may suspend,
disconnect or terminate immediately
the use of all or part 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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(@) e& has reasonable grounds to
consider that: (i) the Customer
has breached any provisions
of the Agreement; or (ii)
unusual usage or suspected
fraudulent activity has
occurred on the Customer
Account;
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(b) 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;

(c) If Customer fails to comply with
the requirements of Clause
175 of this Terms &
Conditions, and in particular the
failure to enable e& from taking
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the necessary measures or
fulfilling its request.

(d) the Customer takes steps to
enter, or enters into, any form of

administration, insolvency,
liquidation and/or an
arrangement with the

Customer’s creditors (or
equivalent legal procedure in
any other relevant jurisdiction);

S ) JE e JS8 b Jueadl Js30 20
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(e) 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
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Glleall Gileza) ) a5 daphy deaally
S/ ¢laeleS 1 Ll i deaall Ay sal

() in the event the circumstances
set out in Clauses 11.1 or 11.2
(Planned and  Unplanned
Outage) are applicable, e& may
suspend the Service.
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18.2

Where the Customer fails to pay the
Charges that fall due, e& will make
reasonable efforts to notify the
Customer prior to suspending or
terminating the Service.
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18.3

In the event of suspension of the
Service due to the foregoing
reasons, all Charges shall remain
applicable during the period of
suspension, e& shall further have the
right to recover any reasonable costs
and expenses incurred in the
implementation of such suspension
or disconnection, and e& may charge
a fee to reactivate the Service.
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18.4

Following suspension, e& shall
reactivate a Service only when e& is
satisfied that the reason for
suspension no longer exists.
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18.5 e& may also terminate all or part of

the Service and/or the Agreement
upon providing the Customer 30
days’ notice in writing. In such an
event, the Customer shall not be
liable for any early termination
Charges that may otherwise apply.
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19.

TERMINATION BY THE
CUSTOMER

Juand) U (ha £lgiy) .19

19.1 Subject to any specific terms and

conditions, and early settlement
provisions for a particular Service,
and unless a different period is
mutually agreed upon, the Customer
IS entitled to terminate the Service at
any time by providing prior written
notice to e&.
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19.2 Upon the Customer providing notice

of termination for the Service, all
Charges including any unbilled
amounts shall become immediately
payable. The Customer shall be
billed for all Charges up to and
including the last day of the notice
period (i.e. the date on which the
Service is terminated).
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Penalty-Free

Service Cancellation

Period

T f ot daral) s ) 58

19.3 The Customer has the right to cancel

the service contract without paying
any early termination Charges, within
a maximum period of 3 days from the
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
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Cancellation Period"), if the
following conditions are met:

(@) the contract is for a fixed term
or specifies a Minimum Term,;
and

(b) 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

(c) 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

(d) the telecommunications
service was either sold
incorrectly or does not comply
with the service terms and
conditions; and

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

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

(g) 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
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(h) 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 retall
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:

() 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
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access or
specific

necessary to
receive the
telecommunications
services(s) supplied by e&;

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

(i)  any other device or category

of device supplied by e& as

may be specified by the

TDRA from time to time.

20.

INTELLECTUAL PROPERTY

A sal) L8l Ggha 20

20.1

Ownership of and all Intellectual
Property Rights in any e&
Equipment, software, operating

manuals, associated documentation,
or any other intellectual property,
including without limitation patents,
designs, copyrights, Marks, trade
secrets, know how, methodologies,
and processes made available as
part of any Service or otherwise
generated by or for e& in connection
with this Agreement, shall remain the
property of e& or its licensors.
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20.2

e& will grant the Customer a
personal, non-transferable and non-
exclusive licence to use and to
permit its Users to use, in object
code form, all software and
associated written and electronic
documentation and data furnished by
e& pursuant to this Agreement (the
“Software”), solely as necessary for
receipt of the Service and solely in
accordance with this Agreement and
the applicable written and electronic
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documentation. The term of any
licence granted by e& pursuant to
this Sub-Clause (Intellectual
Property) is co-terminus with the
term for the Service with which the
Software is associated
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20.3 The Customer must not, without e&’s
prior written consent, copy or
download the Software and must
promptly return all tangible material
relating to the Software to e&
following termination of a Service or
this Agreement whichever takes
place earliest unless required under
applicable law and/or regulation and
unless the material is required for the
provision of a Service which is still
being provided to the Customer at
the time of notification of termination
of the Agreement. The Customer
must not take any steps to modify the
Software, or reverse assemble,
reverse compile (except as permitted
by applicable law) or otherwise
derive a source code version of the
Software. The Software is and will
remain the sole and exclusive
property of e& or its supplier.
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20.4 Neither Party acquires any rights to
the other Party’s patents, copyrights
or other intellectual property under
the Agreement except the limited
rights necessary to perform its
obligations under the Agreement.
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20.5 Neither Party may use any Marks of
the other Party without prior written
consent.
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21. DISCLAIMER
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21.1

To the extent permissible by law,
Customer hereby expressly

acknowledges and agrees that
Etisalat (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 of 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.
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21.2

The Customer acknowledges that
speed and consistency are a function
of the wider network architecture of
the Internet itself. The Service is not
guaranteed to be fault-free or un-
interrupted. e& is not responsible for
any degradation of the Network and
e& shall bear no responsibility or
liability in respect of any third-party
actions affecting the Network.
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22.

LIABILITY & INDEMNITY
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22.1

Subject to the rest of the provisions
in this Clause (Liability & Indemnity),
the liability of e& (including its
employees, agents or  sub-
contractors) to the Customer arising
in connection with the Agreement
under any legal construct shall be
limited to: (a) per event or series of
connected events, the amount of the
Charges paid by the Customer and
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received by e& in respect of the
particular Service that is the subject
matter of a claim in the three month
period immediately preceding the
event in which any such liability
accrued, or where the particular
Service at the time of the event of
loss has been provided for a period
of less than three months, three
times the monthly rental Charge; and
(b) a maximum aggregate liability in
any 12 month period of 15% of the
total amount of the Charges paid by
the Customer and received by e&
during such 12 month period.

Llladl goase saraddl daadll julas "l (g
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22.2

To the extent permitted under the
United Arab Emirates laws, the
Customer is liable for the breach of
contract, negligence, or any other
liability arising under or in relation to
the Agreement. Further, e& will not
be liable for cost of repairing or
replacing any equipment rented to
the Customer which is returned to e&
in a worse condition than when it was
provided to the Customer, allowing
for reasonable wear and tear.

gy Guilgd 4 mand @ 2l ) 2.22
oo Yohua Jraall (6K cBasiiall dujal) fylaY)
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22.3

e& shall not be liable to the
Customer, or any User(s), for any
loss of business, loss of business
opportunity, loss of revenue, loss of
profits, loss of anticipated savings,
loss of goodwill, business
interruption, wasted expenditure or
for loss of any other economic
advantage however it may arise, or
for data loss or data corruption, or for
any indirect, punitive, special,
incidental or consequential loss
suffered by the Customer or any
User(s).
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22.4 e& shall not be liable to the Customer

or any User(s):

o) Jaenll olail Algguse "1 (g)' 055 (f 4.22
P adiise (gl slal

(@) for temporary non-availability
of e&’s Network (subject to
Clause 11.5);

2ll ) Legiatl csall g syl e
«(5.11

(b) for loss, late receipt or non-
readability of any message or
communication;

A e ol s il A ol e o

(c) for any defects, malfunctions or
delays connected in any way
with the provision or use of
Content,

g Gl Al § Jis o el @l e 2
tdaladinl o (gginall

(d) for any order from third parties
made by a Customer or User,
using the Service;

Jaeall 0383 H3T Cayla e paba ol (6l e 2o

¢Aeadll aladiuly axiiue (gl

(e) for failure to provide a Service
due to unforeseen reasons or
reasons beyond the control of
e&; or

o dsdsie e Ol Leadd) i s oo L

Sl gl Blane Glai e dala

() for unauthorized access to or
theft, alteration, loss or
destruction of the Customer’s
or any User(s) applications,
Content, data, network or
systems.

ik () 4 zpadl e dsasll oo s
o Lalgine ge ol deadll aatie (g1 5l Jaeall
Al A o Lagialail ol LagiSud ol Lagilily

Al o Llua o Lebaan ol calaudal)

22.5 Notwithstanding the foregoing, the

Customer shall be fully responsible
and liable for any claims, lawsuits
and complaints concerning the
violation 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

Vosuna daanll (sSs cliil SO Laa a2l 5.22
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fees) incurred as a result of such
Claims.

o Al (slelaall sl cll 8 L) cilaaill
llUaal) sagl dasis

22.6

This Clause (Liability & Indemnity)
shall  survive the premature
cancellation, termination and/or
expiration of the Service.

(Causailly Algsuall) solddl 1aa 25 6.22
Seall el 1/ 5 slgdy) o sl e Al
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23. FORCE MAJEURE sl 543 23
23.1 Neither Party shall be liable for o8 GUAY) Adggie iyl (ol daany ¥V 1.23
failure to perform its obligations A sl Sl e il Ll
caused by or resulting from force | | ‘* Bl Slaal G @l cand bl an
majeure which shall include, but not | | xigiadl e ) pasll ¥ Jid) Juw e
be Ilm.lted to events which are s gy lgtaglia Sl el (Sa Y L
unpredictable, unforeseeable, ] . ) . )
irresistible and beyond the Parties’ daall Jpad) ese (e phall Bl
reasonable control, such as any ccialsally (MWl ccmhlgVly ccnlilizamlly
extremely severe weather, flood, dam Nl SNl Al
landslide, earthquake, storm, .
lightning, fire, explosion, riots, war or gYly g ally el Jleely cahlaiil
military operations, acts of God, acts | | ¢ jully sluadll Glaafy dSuall  Cilileall
of Government or state, civil
. : . iy Ipa¥ly cdacliall calelilly ¢ Saal)l luaal)
disturbance, industrial disputes, SPEES lebilly caall el
malicious  damage,  accident, | | dtbsl slshll C¥lay cCnlally dasl)
nationz;:l (f)rillocalfemergency, fibre Afiguall GLIY) 4S8 cile Uity cdalaallg
cuts, the failure of any contractor to : .

. . Mg ag™¥g5 Jal A& cpdgladd) | ksl
perform its responsibilites which | | ¢ ls peilama el G Galilaall G o) By
adversely affects the provision of the | | c=alad¥) Jaly deadll aain e W S
Service and acts of omissions of G i) Hlasdl s a5 cilisgls
persons or bodies beyond the 5Ll Beill sl o
reasonable control of the affected (AU Bl Shaal) e Byl
Party (“Force Majeure Events”).

23.2 For the avoidance of doubt, a Force

Majeure Event shall be applicable in
the event of:

& 5p il soil) il @il celall Lias 2.23
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(@) 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

Gl ayg 4 Al Gl Al gl by
dadd sy e Y adie "ail ) I VLY
S sl ghae 4l Ay

(b) e& being prevented Dby
restricions of a legal or
regulatory nature from

supplying a Service.

o ;\:\AéLﬁji a0 618 danda i) g8 dgag .

el ayg e il g

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

ggue "l ' 06 o VAN 228 Jie g
Aaddll aygi A LAY Aaii Jaeall o)

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

Ale Aaaiuall Al Moy daesll iy 3.23
S5 A salall sl Gasl e 58 o Dla
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23.4 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.

e SSY 5l sl Eilaad e 13 4.23
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24, CHANGES BY e&

"N (o) gl A el .24

24.1 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.

Laxall e s ehal "7 (g1 Hean 1.24
O o @l e sl (Rt s clly 8 L)
Al sae Pl iy gl 8 LAY o2

24.2 Changes or modifications to the
Service shall be applied in such a
way as to limit possible disruptions.
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24.3 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 issued.

sda (e e gl Lo Dl Sl 4 3.24
by wy Slendl] b iyl slinuly 28Y)
Ophall dajle (sSing dig pSN) Cilgidll e

omaall elly S8 &6 (e el

24.4 e& is not liable if a change in a
Service or in the Network causes
Customer Equipment to become
obsolete, require alteration, or
perform at lower levels.

) 13 Alggana " ol sS5 0 4.24
Jiaall Clane aalis A8l f dexall 8
Slginsa o lgalgn 2 o Dot llas G,y

e

24.5 e& will give the Customer 28 days’
notice of increases to the Charges.
During this 28 day notice period the
Customer has an opportunity to
cancel the Service, without penalty,
before any applicable price increase
takes effect.

(28) 4ine D) dsaal) " (gf' Janin 5.24
G 6 Cumy flgiand Sl 0Ly die Loy
e Al elal) daydll sl o3 DA Juanl)
G L @l plow sl deis JB dae (9
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24.6 If the Customer continues to use the
Service after any change is effective,
the Customer will be deemed to have
accepted the change.

s Aendll Aadils uead) el 13 6.24
Laadll aeal) aladind ey cculyuas £ Gl
«manl) AT aia Yoid

24.7 An up-to-date copy of these General
T&Cs (Business) and the other
constituent parts of the Agreement
set out in Clause 2.1 are available in
the e& Points of Sale, online via the
Digital Channels and by request
through the e& Contact Centre.

Loyl el Xase daus ) pgn 7.24
ad) She G (Jlee) clead) dalal) SSaY)y
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25. ASSIGNMENT AND TRANSFERS

Jailly Alay) .25

25.1 The Customer agrees that e& may
assign or transfer this Agreement or
any of its rights or obligations under
this Agreement to an Affiliate or to
any successor company (whether by
merger, consolidation or otherwise),

Sl gl e 4l e Juaad) il 1.25
5 Wigas (e (sl 1 ABlaY) oda Alls) iy (]
ElHd gaal ) Adlay) oda (aagan Lglalal)
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or to any other person or entity at any
time. e& shall notify the Customer of
any such assignment or transfer.

LA P (1 KV SR A P RG]
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25.2 The Customer Account is provided

exclusively for use by the Customer.
The Customer is not allowed to
transfer the use of the Service to any
third party. However, in the event a
necessity arises to transfer the
Customer Account to any Affiliate
such transfer shall be requested in
writing (together  with such
supporting documents that e& may
reasonably require such as, a valid
trade licence, other corporate
documentation and/or supporting
financial information on the new
entity). The transfer of the Customer
Account shall be done at the
absolute discretion of e&. In the
event of e& allowing the transfer of
the Customer to a new person or
entity the Customer shall settle all
the amounts outstanding and may be
required to provide an additional
deposit before any such transfer.
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26.

USE OF SUBCONTRACTORS OR
AFFILIATES

algal) o bl e Galsliall aladiul .26
il

Without releasing it from any of its
obligations, e& may at any time, and
without notice, utilize the services of
one or more of its Affiliates or
subcontractors (as  well as
interconnecting carriers) in
connection with the performance of
its obligations under the Agreement.

led Jsan Wbl (e (sb T (" D) (9
Giladd aladil) el wai (925 iy (sl
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Aball ol () Sl Jaibasg ) AdLal) (sl

ELEY) 238 Cangas Lgilalll Al

27.

NO PARTNERSHIP OR JOINT
VENTURE
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Nothing in the Agreement is intended to,
or shall be deemed to, establish any
partnership or joint venture between any of
the Parties, constitute any Party the agent
of another party, nor authorize any Party
to make or enter into any commitments for
or on behalf of any other Party.

Dbl o L gl s Lo A8EY1 038 g Y
O O gade o) AShE Guls 4l e 4
¢ AY) RISy ol (4l el o byl
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28. ANNOUNCEMENTS

cldey) .28

No Party shall make, or permit any person
to make, any public announcement
concerning this Agreement without the
prior written consent of the other Party
(such consent not to be unreasonably
withheld or delayed), except as required
by UAE law, any UAE governmental or
regulatory authority (including, without
limitation, the Abu Dhabi Securities
Exchange (ADX) or the UAE Securities
and Commodities Authority (SCA)).
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29. THIRD PARTIES

GAY) Gy .29

No one other than a Party to this
Agreement, (except for e&’s successors
and permitted assignees), shall have any
right to enforce any of the terms of this
Agreement.
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30. EXPORT CONTROL

afaball e A3, .30

The Customer acknowledges that if a
Service includes equipment, Software,
services, technical information, training
materials or other technical data which, as
a result of its provenance or for other
reasons, is subject to export or re-export
laws and regulations of the UAE and other
countries, provision of the Service may be
conditional upon the prior obtaining and
issuing of the approvals, authorizations
and consents required by the above
mentioned laws and regulations and/or
upon the obtaining of said laws and
regulations.

el ol Beal daadll cuiemi 13 asly Jaeall 2
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31. WAIVER

Jouah .31

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.
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32. SEVERANCE
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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. In such
circumstances the Parties shall negotiate
in good faith to amend such provision such
that as amended, it achieves as nearly as
possible the same commercial effect, as
the provision which is found to be invalid,
illegal or unenforceable.
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33. ENTIRE AGREEMENT

B Jasa .33

The Agreement as expressly stated in the
documents forming it (including any
amendments or additions incorporated
into the Agreement pursuant to Clause
24), constitutes the entire agreement

@il &l e pai LS Y] ol i
Bl A L) e JSE LlSE
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between the Parties and supersedes all «lbagledl s dae dady o)kl
previous negotiations, representations, . o oy e

proposals, understandings or | | Sl ey bbbl
agreements, whether written or oral, ilS elgu ABUY) ¢ guagar (alam Al Aalud)
relating to the subject matter of the e
Agreement. Aghd gl cdyshd
34. GOVERNING LAW & DISPUTE clejlial) digudy BLY ¢ gila) .34

RESOLUTION -

This Agreement, and any issues or
disputes of whatever nature arising out of
or in any way relating to it or its formation
shall be governed by the laws of the UAE
and the telecommunications regulatory
framework in the UAE. The Parties
submit to the exclusive jurisdiction of the
UAE courts.
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35. CONTACTING e&
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35.1

If the Customer requires any
clarifications on any of the above
General T&Cs (Business) or
anything in the Agreement or would
like to make a complaint, please
contact the e& Contact Centre on
Enterprise: 800 9111 or SMB: 800
5800 (from within the UAE), or
Enterprise: +97167144025 or SMB:
+97167401469 (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.

Laladl a1y g il Joa Ll 1.35
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35.2

The Customer shall provide e& a list
of authorised signatories and named
operational contacts that are
authorised to act for and on behalf of
the Customer in respect of the
provision of the Service. e& reserves
the right to refuse requests relating to
the Service if it is not satisfied that
such request is received from a duly
authorized Customer representative.
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35.3

e& will use reasonable endeavours
to resolve the complaint and keep
the Customer updated as to the
status of the investigation into the
complaint.

da Jal e Aginall 35¢al) 8T (g) Jai 3.35
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35.4

e& will consider the Customer to
have received notices from e& if e&
contacts the Customer at the given
postal address, e-mail, fax, any other
form of electronic communication
(including SMS) or by providing a
message in the Customer’s bill.
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36. SPECIAL PROVISIONS
APPLICABLE ON NUMBERS
PORTABILITY

A8 U8 e didad) Lalil) alaY) .36

36.1. 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.

b) Recovery of Debts: The Donor
Licensee/ Operator has the right to
recover any outstanding debts from the
Porting Customer through:
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1. agreed processes for debt collection
between the Donor Licensee/
Operator and Recipient Licensee/
Operator;

2. initiating any legal action in
accordance with the UAE laws; and

3. any other methods that e& deems
necessary.

a) Service Termination by Donor
Licensee/ Operator: If the Porting
Customer fails to settle any outstanding
debts owed to the Donor Licensee/
Operator’s, 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.

e) 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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