Consumer General Terms and Conditions

IMPORTANT INFORMATION
These General Terms and Conditions are for Consumers only. If you are a
Business please refer to our Business General Terms and Conditions.

This is an important document as it sets out your legal rights as a customer of
Manx Telecom Limited and the terms upon which we (Manx Telecom) will
provide our services to you (our customer).

Your legal rights as our customer are provided in these terms and conditions,
the order that you gave to us and we accepted and any service descriptions
and attachments to your accepted order.

If you use any of our services, then you will be deemed to have accepted these
terms and conditions and any terms contained in your accepted order and any
service descriptions and attachments.

Our service

1. If we accept your verbal request or any order form that you submit to us, either by post or
electronically, then we promise to provide you with each of the services that you request from us.

2. For all services that you request from us please refer to the relevant Services Description for the
service you have taken in addition to these terms and conditions and any Order Form that you
may have submitted to us.

Service Quality

3. We will try our hardest to provide you with the services on the date that we have agreed with you.
However, if we do not meet a previously agreed date, then we do not offer compensation for any
delays that may occur. If you do not confirm a delivery date within three (3) months of order
placement then we may cancel your order by providing you with ten (10) days notice.

4, We will aim to provide you with a continuous, high quality service, but we cannot guarantee that
the service will never be faulty.

5. If any of our services develops a fault, then we will carry out repairs in accordance with the type
of repair service that you have chosen. Please see our code of practice (that is published in the
Isle of Man telephone book) for further information regarding our repair services.

6. In the following circumstances, you may be required to pay extra charges as provided in our price
list (which will be in addition to our standard charges for our services that will normally be listed
on your order form):

(@) if you require us to repair a fault outside the hours covered by your chosen repair service;
or
(b) if you tell us there is a fault in our service, but we find either that no fault exists or that

someone or something at your premises other than us has caused the fault.
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Our charges

7. Please refer to your order, the relevant Service Description or Service Attachment, our price list
or our hills for more details on our charges. Our charges will be dependent on the service(s) you
select. Certain terms, conditions and exclusions may apply to particular services and these
details are included in our price list and form part of these General Terms.

Our bills

8. Our first bill will be sent to you shortly after our service commences, with future bills being sent
either monthly, quarterly or annually depending on the service taken or at any time if we feel that
your use of our services makes it necessary.

9. Unless you have selected our e-bill services or the issue of a bill is not relevant to the services
you have taken, then we will send your bills to the address that you provided to us when you
ordered the services from us, unless you tell us otherwise.

10. We may ask you for a payment before one is normally due or as security for payment of your bills
when you first ask us to provide our services to you.

11. Where you have taken Services from us that incur a rental charge, you must pay us line rental
from the day we supply the Service. We will usually ask you to pay the line rental in advance and
your call charges in arrears. The rental will depend on how we classify your line. The
classifications are explained in our Price List. If we supply you with temporary Service, you may
have to pay the line rental in advance for the whole period that you want the Service.

12. You agree to pay all of the charges listed on your bill even if you have a dispute, within 30 days of
receiving our bill, even if the charges have been incurred by somebody else using your own
equipment or the equipment that we supplied to you (with or without your knowledge).

Use of our services
13. You agree to follow any reasonable instructions that we may give you about our services.

14, If you connect equipment to our network that adversely affects either our network or other
customers, then we will instruct you to remove it or we will remove it at your expense.

15. If you ask us to test your equipment prior to connecting it to our network, then you agree to our
terms and conditions detailed within our Services Description for Equipment /Inspection Testing
Services and to pay our charges provided in our price list.

Your Right To Change Your Mind

16. For all Purchasers made by Consumers over the Internet or Telephone Only

IMPORTANT - this paragraph deals with your right as a Consumer to change your mind

If you are a new or existing customer who has purchased services and/or equipment from us for
personal (but not business use) by Internet or by telephone, then you may cancel such
purchase up to 14 days after receiving service (the “Initial Period") as long as you return the

equipment that you purchased undamaged, with proof of purchase, in the original packaging,
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17.

18.

19.

20.

complete with all original parts to us within the Initial Period. You will be refunded the price of your
equipment and all charges associated with the services that you originally purchased other than
for the calls you have made. However, you must pay for all charges that may take longer to be
billed such as roaming.

If you bought the equipment directly from us we will bear the cost of returning it as long as you
follow our returns procedure (call MT Customer Services for more details), otherwise you will
bear the cost.

This Initial Period does not apply to customers who purchased their equipment and/or services
directly from us and then have upgraded over the Internet or by telephone.

Please note that as a consumer of goods and services you are entitled to certain statutory rights,
for example, the right to return defective goods to us, if bought from us, and for us to supply our
services using reasonable care and skill. The provisions of paragraphs 21 to 23 do not affect
your statutory rights.

Please note that the “right to change your mind“ contained in paragraphs 16 to 19 does not apply
to a customer who intends to use the services and/or equipment for business purposes.

Where the services you have chosen require us to enter your premises

21.

22.

23.

24,

25.

26.

You agree to prepare your premises before we arrive according to any reasonable instructions
that we give you, this includes removing breakable items from the areas where work will be
undertaken.

When our work is completed, you will also be responsible for putting items back and for doing
any reasonably necessary re-decorating.

You agree to make available a suitable place and conditions for our equipment, which for most
customers will be a main telephone socket.

If needed by the equipment that we locate in your premises, then you agree to provide a
continuous mains electricity supply and connection points to the locations that we request in your
premises at your own cost.

If our engineers need to enter your premises you agree to let them do so as long as they show
their Manx Telecom Identity Card.

If we need to obtain a third party’s permission to locate our equipment on their premises or to
cross their land, then you agree to obtain that permission for us and make any necessary
arrangements at your own cost.

Misuse of our services

27. Our Use Policy requires that no element of any of the Services we provide shall be used by you
or any user of your services:
a) fraudulently unlawfully or in connection with a criminal offence; or
b) to send, receive, upload, download, use or re-use any material which is offensive,
abusive, defamatory, obscene or menacing, or in breach of confidence, copyright,
privacy or any other rights or laws whatsoever; or
C) in breach of instructions MT has given hereunder or otherwise; or
d) to cause annoyance, inconvenience or needless anxiety; or
e) to send or provide unsolicited advertising or promotional material; or
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f) other than in accordance with all commercially acceptable use policies of any Third
Party Telecommunications Suppliers and the reasonable use standards normally
expected over the Internet; or

o)) in breach of any law, intellectual property right or legal obligation applicable to the
provision of the Services anywhere in the world; or
h) for any unauthorised accessing or facilitating unauthorised accessing to any data
belonging to any third party; or
)] in a manner which invades the privacy of others or that is otherwise anti-social; or
) in a manner which breaches any law of any jurisdiction relating to banking,
insurance, financial services, the issue and offering of securities and
investments, the provision of credit or associated services or investment
business; or
k) in a manner which is defamatory of any person (in any jurisdiction),

otherwise we will have the right to immediately suspend or terminate the services.

If we suspend any Services under the terms of this paragraph 27 or as a result of disconnection
for non payment or for any other breach of these terms, then you shall remain liable to pay all
relevant Fees for the relevant Services that were provided.

28. If any of our equipment that you rent, whether located at your premises or not, is damaged or
lost, then you agree to reimburse us for any loss that we may suffer in repairing or replacing such
equipment.

Things we may have to do

29. If for operational or emergency reasons we have to interrupt our services or change any phone
number or Internet address or the technical specification of our services or bar certain numbers to
prevent fraud, then you accept that we shall be entitled to do so without liability.

30. If we give you instructions regarding our services that we believe are necessary for health or
safety or for the quality of our network or the services that we supply to you or to our other
customers, then you agree to comply with them.

31. We will monitor and record some communications (including calls relating to customer services
and telemarketing) for training and quality control purposes amongst others. We also record all
calls to the emergency services or 999.

Terminating our relationship

32. We require that you remain our customer for a minimum term as indicated on your Order Form
from the date that we start to provide you with our services or such other longer minimum term as
may be indicated to you when you order the services from us. However, if you terminate our
relationship prior to the end of the minimum term (other than under the circumstances where we
have breached these terms and conditions), then you will be liable to pay those charges that
were due for that minimum term.

33. Although we hope that you will remain our customer for many years, once the minimum term has
ended you may terminate our relationship at any time by providing us with 30 days notice in
writing.

34. We can terminate our relationship by giving you 30 days notice in writing.

35. If you terminate our relationship after you have placed an order but before taking them up then

we may charge you for any work undertaken on your behalf.
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36. If you wish to stop using any of our services at any time after the Initial Period as detailed in
paragraph 16, then we will not refund any sums that relate to unused services for which you may
have paid for in advance.

Amending our relationship

37. If we need to change our charges or the nature of our relationship, then we will:

(@) publish all changes to our price list online at www.manxtelecom.com;
(b) publicise the changes at least [14] days before they take effect;

38. For any regulatory or compliance changes that we need to make, we may not always be able to
meet the timescales provided in paragraph 37, but in such circumstances we will publicise such
changes as soon as possible.

39. Subiject to Clause 38, if we have made a change that significantly disadvantages you, then you
will be able to terminate our relationship without charge.

If things go wrong

40. We do not accept liability for being late in providing the Service or repairing a failure of the
Service, or for failing to keep an appointment, where matters are beyond our reasonable control.

41. We accept liability without limit if any person is injured or dies as a result of our negligence.

42. Other than in relation to paragraph 43 and 44, our liability under this document will not exceed
£3,000.

43, We do not accept liability for indirect or consequential loss, such as loss of profits, business

costs, savings that you expected to make, wasted expense, financial loss or data being lost or
harmed or any other form of economic loss.

44, We exclude all liability of any kind in respect of any material on the Internet which can be
accessed using any of our services and we are not responsible in any way for any goods
(including software) or services provided by third parties advertised, sold or otherwise made
available by means of any of our services or on the Internet.

45, Each part of this agreement that excludes or limits our liability operates separately. If any part is
disallowed by a court or is considered to be unenforceable, the other parts will continue to apply.

Events beyond our control

45, If we are unable to meet our obligations to you due to events that are out of our control (such as
lightening, flood exceptionally severe weather and acts or omissions of persons for whom we are
not responsible (including other telecommunication service providers), then we will not be liable
for our failure under such circumstances.

Breach of these terms and conditions

46. If you do not comply with the terms of our relationship, then we will nhormally give you an
opportunity to put matters right within a reasonable period, unless your non-compliance involves
serious misuse of our services as described in paragraph 27.

47. If your non-compliance continues after a reasonable period, then we may suspend our services
or terminate our relationship.
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48.

49.

50.

If you do not pay our bill by the due date, then we will send you a reminder specifying a final date
for payment.

If your bill remains unpaid for a further 10 days after our reminder, then you may be charged a
late payment and we will follow our Disconnection Policy which is available online at
www.manxtelecom.com or you may view it in our Code of Practice which is available at the back
of our Phone Book. Throughout and following the disconnection process, you will continue to
remain liable for charges that may be accruing and these charges will only stop accruing if the
Services we provide you are formally terminated.

At any time during the period that your bill remains unpaid, we may instruct a debt-collection
agency to collect your payment from you, the cost of which will be added to the standard charges
that are being collected.

Resolving disputes

51.

We will try to work closely with you to resolve any disputes that may arise. However, if we cannot
reach a mutually satisfactory resolution, then we will refer our dispute to a relevant dispute
resolution service.

Other matters

52.

53.

If our relationship ends, then we will pay back to you any amounts that we owe you after
deducting any sums that you owe us.

Any notices sent between us must be in writing and delivered by hand or sent by pre-paid post to
us at the address given on your bill or to you at the address provided by you when you ordered
our services or stated on your order form. Reference to “in writing” in these consumer terms and
conditions includes our notifying you by text message (SMS), which must be sent to your mobile
phone number, and email, where you have supplied your email address to use for this purpose.

Use and Disclosure of Information

54.

We operate in accordance with the Data Protection Act 2002 as updated or amended from time
to time. You agree that your details may be used by us for marketing purposes and to inform you
from time to time about other Telecommunications Services or associated technologies. If you do
not want your details to be used in this way then you should contact the Manx Telecom Ltd
Marketing Department at Isle of Man Business Park, Cooil Road, Braddan, Isle of Man, IM99
1HX
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