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Main Services and Customer Care Team

Eazi Telecom Ltd (“Eazitelecom”) (also trading as Limba) is licensed by the Government of Gibraltar, through
the Gibraltar Regulatory Authority (GRA), to provide mobile and internet communication services in Gibraltar.

We offer a highly competitive range of tariffs, products and services. Our Customer Service Centre is at our
main registered office (Suite 48, Royal Ocean Plaza, 16 Glacis Road, Gibraltar) and is open from Monday -
Friday from 09:00 — 18:00 and Saturdays from 10:00 to 14:00, excluding Bank Holidays.

For more information on our products and services (as well as bill payment information) please visit our
website (www.limbatelecom.com) or call into our main/registered office (48 Royal Ocean Plaza, 16 Glacis Road,
Gibraltar) or phone (00350) 219 00000 .

The Terms and Conditions for our services (in store and on our website) detail the conditions under which we
offer our services, including minimum periods of contract.

Should you wish to terminate your contract or any of the services we are providing or amend the details of
your account, contact our Customer Care Team, who will explain to you how to do this. Please note, you maybe
be asked Identification questions and/or to provide proof of ID. In addition, phone calls may be recorded or
monitored for training and security purposes.

Please note, if you do not properly terminate your service or your contract, you may continue to receive
invoices and be liable for any charges incurred.

Charges for services (and any related fees) on our Post-Paid mobile contracts, are normally invoiced monthly
and can be paid via Recurring Transactions or If agreed beforehand with us through alternative ways.
Alternatively our pre-paid services (Scratch Cards) may be bought in store or through a number of distributors
in Gibraltar. For more detail contact our Customer Care Team. Please note our Terms and Conditions apply to
both.

Please note, once connected you can if necessary call (free of charge) all the normal emergency service
numbers that are normally available in Gibraltar.

e Refund Policy:

Customers may cancel their bundle and online transactions within 7 days, providing they have the full
transaction amount or the full bundle is available in their balance. Cancellations can only be requested in person
in our shops and we require the following information:

Transaction number

Online receipt

Mobile number recharged
Replenishment amount or full bundle

Date & time of transaction



Limba aims to refund the full amount within 30 days. Any refunds resulting from erroneous entries of mobile
number and/or credit or bundle amount will not be available.

Transaction currency: all payments will be received in GBP.

e Cookies Policy
What are cookies?

Cookies are small text files placed in your computer by websites that you visit. They are commonly used to allow
websites to operate, or operate more efficiently, as well as to provide information to the site owners.

How and why do we use cookies?

Cookies are used to improve the use and functionality of websites and to gain a better understanding of the way
in which visitors to our website use it and the tools and services offered by it. Storing cookies on your computer
is a simple and comfortable way of customising or improving your experience on our websites, and to make sure
that your next visit is more pleasant. We do not use cookies to collect personal information such as your name;
however, we can link information included in a cookie to personal information collected about you in other ways
(e.g. general registration on the website).

What type of cookies do we use?
Our website uses the following types of cookies.
Session cookies:

Session cookies are cookies designed to collect and store data while the user accesses the Website. They tend to
be used to store information, the conservation of which is only of interest for providing the service requested by
the user on a single occasion.

Functional cookies

These cookies are used to improve the website’s functionality. For example, they are cookies that remember the
content that you have previously viewed on this website, or your email address and password provided when
you signed up during a previous visit. Cookies can also remember products that you placed in your shopping
basket during a previous visit to the online store. Therefore, the use of functional cookies helps us to offer you
content that suits your interests, and saves you time, as you do not have to sign up again or re-enter your details
when you visit this website again, or try to access certain exclusive member only sections. We can also use
cookies to block users who are under 18 from certain activities.

First party cookies

These are cookies created by this Website, and that can only read the site itself. Our website uses persistent first
party cookies for technical purposes, so that secure elements can be used while browsing.

redux_current_tab:

Duration: 1 week

Details: Cookie to improve web browsing.
Third party cookies

The application that we wuse to obtain and analyse browsing information is: Google
Analytics: www.google.com/analytics/

This application is developed by Google, which provides the visitor analysis service to our website. This company
may use these data to improve its own services and to offer services to other companies. You can find out about
these and other uses by clicking on the indicated link.

The main aims are (for example):

To identify browsers and devices, not people, and therefore keep track of visitor numbers and their trends over
time.

To anonymously identify the content that is most visited, and therefore the most attractive to users.
To find out whether the user accessing the site is new, or re-visiting.

The language, the city assigned to the IP address from which users access the website, visit time.


http://www.google.com/analytics/

Duration: Two years after configuration or update. Details: Used to distinguish between users and sessions. The
cookie is created when the JavaScript library is executed and there is no __utma cookie. The cookie is updated
whenever the time data is sent to Google Analytics.

Duration: 30 minutes after configuration or update. Details: Used to determine new sessions or visits. The cookie
is created when the JavaScript library is executed and there is no __utmb cookie. The cookie is updated whenever
the time data is sent to Google Analytics.

Duration: End of the browser session. Details: Not used on ga.,js. Configured to interact with urchinjs. This
cookie previously worked with the __utmb cookie to determine whether the users was in a new session or visit.

Duration: 6 months after configuration or update. Details: Stores the traffic source or the campaign, explaining
how the user has arrived at the site. The cookie is created when the JavaScript library is executed, and updated
whenever data are sent to Google Analytics.

We use this information to improve our website, detect new needs and assess improvements to be made, with
the aim of providing a better service to users visiting us.

These cookies will only be used for statistical purposes, to help optimise the site user experience.
Duration: 1 year after configuration or update.
Details: Saves the user’s browsing language.

Most web browsers allow user cookie usage preferences to be managed at any time. Users may adjust their
browsers to reject cookies or delete certain cookies as they see fit.

How can | change the cookie configuration?

Most web browsers allow user cookie usage preferences to be managed at any time. Users may adjust their
browsers to reject cookies or delete certain cookies as they see fit.

To configure our cookies, and those of third parties, go to:

Google Chrome: Tools — Settings — Show advanced settings — content settings — Cookies — Block third
party cookies and site data

Mozilla Firefox: Tools — Options — Privacy — History — Use customised settings for the history (uncheck all
boxes).

Internet Explorer: Tools — Internet Options — Privacy — Internet zone settings (raise the browser bar until all
cookies are blocked).

Safari: Edit — Preferences — Privacy — Block cookies (select always).

Users should take into account that some content features on the website www.theluxist.com are only available
if Cookie installation is permitted in their browsers. If you decide not to accept, or block certain Cookies
(depending on their purpose), this can fully or partially affect the normal operation of the website, or prevent
access to some of its services.

Changes to the Cookies Policy:

www.limbatelecom.com may change this Cookies Policy based on a new legal or regulatory requirements, or for
the purpose of adapting it to instructions from the Gibraltar Regulatory Authority, acting as Data Protection
Commissioner.

e Accessibility Statement

Eazi Telecom Ltd (“Eazitelecom”) also trading as Limba, prides itself on supporting the community and
attempting as far as possible to meet the needs of its customers. We recognise that communication is important
to everyone and disabled consumers are an important group of mobile industry customers who may be subject
to a diverse range of impairments. In addition, there are also many elderly people who have become disabled
through the ageing process but may not see themselves, or choose to describe themselves as disabled.
Therefore, Eazitelecom endeavours to listen to the needs of all those with special needs and have good links
with the local disability organisations in order to help to empower those segments of our community.

Our premises are situated on the ground floor. Our website is user friendly and is compatible with standard
programmes, tools or applications which people with special needs or disabilities normally would have available
on their computers (or even on some tablets and mobile smartphones) to better view or hear website content.
We periodically look in to how we can improve our services, products and training in order to cater for the needs
of Customers with special needs and disabilities.


http://www.limbatelecom.com/

¢ Terms and conditions for telephone products and services

1) EAZI TELECOM LTD ("EAZITELECOM") also trading as Limba, an EAZITELECOM registered brand and trade
mark, hereby agrees to provide you (the “Customer”) with a telephone service or two-way communication via
EAZITELECOM (the “Service") and/or a telephone or other electronic apparatus (the “Device”) on the terms and
conditions of this agreement.

2) This agreement is intended to be a legally binding contract between EAZITELECOM and the Customer and is
at all times subject to the Laws of Gibraltar and the parties to this agreement hereby agree to submit to the
exclusive jurisdiction of the courts of Gibraltar.

3) The terms and conditions of this contract or Agreement (unless otherwise expressly indicated) are applicable
to both post-paid Services (contracts) and prepaid Services (Scratch Cards) and Products.

4) In respect to post-paid contracts only this Agreement shall be for a period of either; 12 months [ ] from the
date of acceptance by EAZITELECOM and thereafter shall automatically renew or continue in force upon the
same terms and conditions until terminated. The Customer at EAZITELECOM's discretion may be given the
option to change their contract plan. The Customer may also (as long as the Customer has paid any and all
outstanding debts to EAZITELECOM) elect to terminate this contract at any time within the initial 12 month
contract period (or any automatically renewed or period roll on thereafter) without incurring any penalty.

5) The Customer hereby agrees to pay, on demand, the appropriate charges and/or tariffs as set out by
EAZITELECOM and agrees that EAZITELECOM has the right to, at any time, vary it's charges and/or tariffs rates or
introduce new charges and/or tariff rates and/or periodically make changes to this Agreement upon first giving
the Customers prior reasonable notice (1 month) of such changes. For the avoidance of doubt, if the contract or
product is materially changed at any point by EAZITELECOM, then EAZITELECOM will give the customer 1
months’ notice via its website or social media or SMS message or the media and the customer may (as long as
the Customer has paid any and all outstanding debts to EAZITELECOM) opt to either continue to use the
amended product or service (and will be bound by these and any associated new contractual terms) or may opt
(by giving EAZITELECOM notice in writing or via a cancelation form) to terminate the contract.

6) The Customer hereby agrees that they shall not use the Device and/or Service: To send any message which is
offensive, abusive or indecent or which in any way has an unlawful purpose or is done in an unlawful manner or
for making annoying, malicious or nuisance calls.

7) EAZITELECOM may, without notice, interrupt or temporarily suspend the Service for the purpose of repair,
maintenance or improvement thereof.

8) EAZITELECOM may interrupt, suspend or terminate the service to any customer contravening Clause 6 & 7 and
may refuse to restore service.

9) EAZITELECOM shall not be liable to the Customer in contract, tort or otherwise for any death, illness or
personal injury or any financial loss or damage, whether direct or indirect, whatsoever or however caused arising
from or as a result of the use, suspension or malfunction of the Service and/or Device.

10) The Customer agrees to insure any Device provided to them for its replacement value (including cover for
usage made if it is lost, damaged or stolen). Please note that in the event that your Device suffers any of the
aforementioned; you will need to notify us immediately so we can prevent, if possible, any unauthorised usage.
At EAZITELECOM'S sole discretion, the Customer may be required to pay for any charges or bills relating to any
and all unauthorised usage. EAZITELECOM accepts no liability for any losses (financial or otherwise) whatsoever
for lost or damaged products as well as charges or bills relating to the same. Replacement Devices, Services or
products (including SIM Cards) may be provided by EAZITELECOM at its sole discretion and at a charge it
determines is reasonable.

11) If at any time a Device is supplied by EAZITELECOM (to the Customer or their representative) on a finance
plan or under any other arrangement and the Device is lost, stolen or damaged, then the Customer hereby
agrees to remain liable for and to repay on demand any outstanding sum still owed on the Device to
EAZITELECOM and/or its representatives.

12) The Customer hereby agrees to pay on time any Connection Fees and/or Installation Fees or any fees
whatsoever which are applicable to the Service and/or Device or product being provided by EAZITELECOM or its
representatives to the Customer or their representatives.

13) When your Device is connected, it may be programmed to be fixed to a particular provider or network
and/or barred from making international and/or premium rate calls or using overseas networks. To lift any such
restrictions the Customer will need to contact EAZITELECOM to agree the lifting of the same.



14) On connection of your Service and/or Device, the Customer may be asked to pay a refundable, non-interest
bearing deposit to be used as security. EAZITELECOM may require the Customer at any time to increase or top-
up the amount of money applicable to this deposit. The Customer shall not be entitled to any interest on the
deposit. Upon termination of this agreement, subject to any rights of set-off which EAZITELECOM may have
against the Customer, the amount on the deposit shall be returned by EAZITELECOM to the Customer.

15) EAZITELECOM may invoice the Customer for the Services and/or Device or product provided (the invoice will
be on your Limba account for you to access). The Customer shall make the payments to EAZITELECOM shown on
the invoice (or the SMS message sent to them requesting payment) and should they have insufficient funds in
their account to satisfy the bill or arrears and or the request for payment (either in their invoice or in the SMS
notification to them) is not immediately satisfied by the Customer, EAZITELECOM may immediately terminate
and or suspended all or part of the Customers Service. The Customer hereby agrees to arrange to set-up
recurring transactions (Bank card) to pay their invoice, bill or charges or any arrears and/or pay the same by cash.
Please note that if also the Customers Deposit and/or arrears at any time reaches a point where EAZITELECOM
requires payment(s) to be made by the Customer (to top-up the deposit and/or pay the arrears) then the
Customer hereby agrees that if EAZITELECOM deems it necessary, that it may debit the Customers deposit
and/or bank Card(s) to top-up the deposit and/or clear the Customers arrears. Prior to any termination,
disconnection or suspension of any Services and/or Products EAZITELECOM will notify the Customer by SMS
and/or by the contact details they have provided to EAZI TELECOM on the signing of this Agreement. Please
note, should the arrears or debt not be settled to EAZITELECOM's satisfaction all or part of the Customers service
may be immediately suspended or terminated. Please note if the Customer changes their contact details or Bank
or Bank Card details at any point during the term of this Agreement (or the provision of the Service to them by
EAZITELECOM) they should immediately notify our Customer Care Team at EAZITELECOM's registered offices at
48 Royal Ocean Plaza, 16 Glacis Road, Gibraltar or EAZITELECOM shop at 8 King Street, Gibraltar. Our contact
telephone number can be found on our website (www.limbatelecom.gi) and is 00 350 21600000.

16) EAZITELECOM may decide to accept alternative methods of payment of any monies owed to it, only if the
Customer has agreed this with EAZITELECOM beforehand and the Customer hereby accepts that EAZITELECOM
may need to levy an administrative charge for any and all methods of payment. Any failed direct debit charges
or other payment methods may incur an administrative fee. Some payment methods or types of bank cards may
attract larger administrative fees than others. The Customer may also be required to provide EAZITELECOM with
their bank card details. Please see in store notices or ask in store for preferred bank card companies.

17) All account cancellations and terminations require EAZITELECOM'S prior approval and are subject to the
EAZITELECOM terms and conditions and necessitate an account cancellation form. EAZITELECOM without
prejudice to its rights, reserves the right to freeze, suspend, cancel any account or terminate this Agreement
where the Customer fails to (whether wholly or partly) make payments promptly or for any other outstanding
sums owed to EAZITELECOM or the Customer is wound up or declared bankrupt or enters into a composition or
arrangement with creditors or for any other breech of this agreement whatsoever. Please note any account
cancellations by the Customer are subject to the EAZITELECOM terms and conditions and necessitate an account
cancellation form. If EAZITELECOM restores the Service; the Customer may be required to pay a reconnection fee,
the amount or levelling of which is an EAZITELECOM's sole discretion.

18) After any termination of this Agreement and/or any Services and/or any Products relating to the same
provided by EAZITELECOM to the Customer or his representative(s), the Customer hereby agrees that it will
remain liable to pay any outstanding monies owed to EAZITELECOM.

19) In respect to EAZITELECOM Scratch Cards only (unless EAZITELECOM decides otherwise), the credit on these
Scratch Cards is valid only for a period of 180 days (“Validity Period”) from the Date of Activation at the end of
which time any remaining credit will be lost or void and cease to have effect. EAZITELECOM will not be liable to
activate those credit(s) or offer any replacement credits or refund or any recompense to the Customer.
EAZITELECOM at its sole discretion may, at any time, now or in the future stop, renew or change this Validity
Period and details of this will be published beforehand, either on EAZITELECOM's Website or Scratch Cards
material(s) or promotional material(s) or through the media. After the aforementioned Validity Period has
expired, in order to continue using the Scratch Cards Service, Customers must purchase new credits (“Top-Up”)
and upon activation of the same, will be able to use the Service it provides and these same terms and conditions
will automatically renew and continue to apply.

20) In respect to EAZITELECOM Scratch Cards only any associated Top-Up offers or bonuses (unless
EAZITELECOM decides otherwise) are only valid for 30 days (“Validity Period") from activation of the credit on the
scratch card and after this period will be void and cease to have effect. EAZITELECOM at its sole discretion may,
at any time, now or in the future stop, renew or change this period and details of this will be published
beforehand either on our Website or Scratch Cards material(s) or on promotional material(s) or through the
media.



21) In respect to EAZITELECOM Scratch Cards only if there are any delays or errors in activation of the credit (or
bonus or bundle) on the same or top-up of the same or adding of bonuses; once the customer has reported the
problem to EAZITELECOM (through our fault reporting and complaints procedure which can be found on our
website and or in store) if it is found to be an error which has arisen through no fault or negligence of the
Customer, EAZITELECOM will make every effort to remedy or correct the situation as soon as possible. However,
the Customer hereby agrees that it will accept any refund of credits that may be offered by EAZITELECOM and
agrees that (unless EAZITELECOM decides otherwise) that they are not entitled to receive a monetary refund for
the credits already paid for the Scratch Card (or bonus or bundle).

22) If a Customer uses the Top-up facility in order to add credit to an account but the Customer or his
representative enters the wrong details or commits any other error which results in their money being lost or
credited to the wrong account, the Customer hereby agrees that EAZITELECOM shall not be held liable for any
lost whatsoever (to the Customer or his representative) and is not liable for the repayment of the lost credit.

23) EAZITELECOM reserves the right to assign or transfer this Agreement or any rights or Services relating to it to
a third party at any time. The Customer shall have no right to assign this Agreement or rights or Services relating
to it without the prior written consent from EAZITELECOM.

24) The Customer hereby agrees that any data which is collected or given to EAZITELECOM or its representatives
by the Customer or their representatives may be sent, held or stored in EAZITELECOM'S own servers or
databases or a Cloud database or server in any jurisdiction which EAZITELECOM (in its sole discretion) decides is
necessary for it to provide its service or products to the Customer. In the case of the Cloud server or database no
personal financial will be held by EAZITELECOM in that system but only an incident report and the customer’s
reference number.

25) The Customer agrees that we may also hold or collect personal data on the Customer and provide it to third
parties and/or use it for a variety of purposes including (but not limited to) marketing, credit checks, regulatory
requirements, normal business operation and/or improvement practices.

26) EAZITELECOM will make every effort to keep the Customer's data and communications secure but the
Customer accepts and agrees that despite our best efforts there is always an inherent risk that communications
(or any data held by us) may be intercepted unlawfully and if any loss or damage occurs to the Customer or their
representatives due to the use or provision of any Customer information or data provided to a third party by
EAZITELECOM or its representatives or the unlawful access or interception of the same, the Customer hereby
agrees that EAZITELECOM shall not be held liable.

27) Unless the Customer has specifically agreed in writing beforehand with EAZITELECOM, all software installed
on any Device must only be the officially authorised software.

28) EAZITELECOM is not responsible and/or liable for any damage caused or relating to the installation and/or
operation of any software (whether authorised or not) installed on any Device provided.

29) Neither party shall be liable to the other for any breach of this Agreement caused by the Act of God,
insurrection, riot, civil disorder, war military operations, local emergency, acts or omission of government or
other competent authority, EAZITELECOM's compliance with any statutory or other legal obligation, industrial
disputes of any kind (whether or not involving EAZITELCOM or its employees) fire, lightning, explosion, flood,
subsidence, weather of exceptional severity, acts or omissions of persons for whom EAZITELECOM is not
responsible (including in particular other telecommunications service providers) or any other cause whether
similar or dissimilar outside EAZITELECOM's reasonable control.

30) All complaints regarding any EAZITELECOM Services and/or Products should be addressed through
EAZITELECOM'S complaints and faults procedure (which may from time to time be amended, substituted or
supplemented by EAZITELECOM). Further information can be obtained from EAZITELECOM'S website.

31) This agreement contains the entire understanding of the parties and cancels and supersedes all prior
discussions and agreements between the parties, whether written or oral.

32) All obligations which by their very nature continue beyond the termination of this agreement shall survive
the expiration or termination hereof.

33) In the event that any clause (or part of any clause) hereof be invalid, unlawful or unenforceable, the validity,
legality and enforcement of all the other clauses shall not be affected thereby in any manner whatsoever.

34) At Limba, we have two providers that ensure a two-tier extra measures to control cyber threats. All our
internet incoming and outgoing traffic goes through Cisco firewalls, where we have also created our own access
control lists in order to filter the traffic and block any potential open ports. The internet traffic and network
traffic are separated. They travel through different v-lans.



e Definitions

“Agreement” means the application form and the Terms and Conditions or this Contract which may from time to
time be amended, substituted or supplemented by EAZITELECOM, its successors or assigns.

“Customer” means the applicant named in this Application Form or a person who purchases a Service or Product
(including where applicable, any post-paid phone or service weather fixed line or mobile or any otherwise or any
pre-paid Scratch Card, SIM or Bundle)

“Device” means a telephone or other electronic apparatus.

“Date of Activation” means the date upon which the customer uses the scratch card code to obtain the credit
purchased.

“Scratch Cards” means a card with a certain amount of pre-paid credit on it that enables the Customer to use
EAZITELECOM Services or Network for the Validity Period.

“Service” means any service (including where applicable, any post-paid service or product weather fixed line or
mobile or otherwise or any pre-paid Scratch Card, SIM or Bundle) provided by EAZITELECOM to the Customer or
at the request of the Customer to a third party.

“Terms and Conditions” means these Terms and Conditions which may from time to time be amended,
substituted or supplemented by EAZITELECOM, its successors or assigns.

“Connection Fee or Installation Fee” means any initial, non-refundable charge necessary for the connection of
the Service.

“Payments” means all or any of; i) the connection charge(s) as appearing on your bill, i() the monthly rental
charge(s) as appearing on your bill, iii) all other charge(s) for calls made by your phone in accordance with the
applicable rates in force at the time of billing, any other charge, which may be varied by EAZITELECOM from time
to time, in connection with the Service or product.

“Validity Period” means a period of 180 days from the Date of Activation of the EAZITELECOM Scratch Card.
However, in relation to Top-ups or Bonuses the validity period is 30 days from the Date of Activation of that
related credit on the scratch card.

"Top-up” means when the Customer purchases new credit on their Scratch Card Customers.
Some products or services are subject to established contractual documentation.

For more information please contact: EAZITELECOM's Distribution and Marketing team on +350 219 00000 and
or see our website (www.limbatelecom.gi).

e Roam like at Home
What does “Roam like at home” mean?

o When you are using your mobile phone, while travelling outside of your country in any EU country,
you don't have to pay additional charges.

o These rules apply when calling (to mobile and fixed phones), sending text messages (SMS) and
using data services while abroad.

o These rules also apply when receiving calls or texts while roaming even if the person you are calling
is using a different service provider.

Conditions:

o "Roam like at home” is intended for people who occasionally travel outside of the country where
they live, or have stable links i.e. they work or study there. It's not meant to be used for
permanent roaming. As long as you spend more time at home than abroad, or you use your
mobile phone more at home than abroad, you can roam freely at domestic prices when travelling
anywhere in the EU. This is considered a “fair use of roaming services".

Fair use policy — monitoring

o As part of their fair use policy, your operator can monitor and check your roaming use over a 4
month period. If, during this period, you have spent more time abroad than at home and your
roaming usage exceeds your domestic usage, your operator may contact you and ask you to
clarify your situation. You will have 14 days to do so.

o If you continue to spend more time abroad than you do at home and your roaming consumption
continues to exceed your domestic usage, your operator may start applying a surcharge to your
roaming consumption. The surcharges (excluding VAT) are capped as follows:



» 2 cents per minute of voice call made
= 1 cent per SMS
= €7.70 per GB of data (cap in 2017)

Privacy policy

In order to be able to provide the customer with good quality of service and satisfactory
products and comply with certain legal requirements; Eazi Telecom may need to collect and store
certain types of personal information on the customer. Eazi Telecom has established this privacy
policy in order to protect any such personal information collected and/or stored. Eazi Telecom
complies fully with the General Data Protection Regulation 2018.

Personal information is any information which either identifies you as an individual, or is capable
of doing so. Please note, in visiting our website or using any of our services, and/or continuing to
do so, you indicate by conduct your agreement to our requesting, collection and use of your
personal information as laid out in this privacy policy.

Please note that we may sometimes use cookies on our website. This is a small file which may be
downloaded onto your device (usually a computer or mobile) when you use our website and it
collects information about your product or service preferences which we use in order to improve
the services we provide to you. For more information or guidance on Cookies please visit
www.GRA.gi and/or www.allaboutcookies.org.

If you would rather not have Cookies on your devices, then they can normally be easily disabled
through either not agreeing to them when your browser notifies you that a Cookie may be about
to be downloaded, or by putting the correct setting on your web browser, or alternatively you
may contact our Customer Care Team and they may be able to explain how to best disable them.

Please also note that for the efficient running of our service, Eazi Telecom in accordance with this
privacy policy and our terms and conditions may find it necessary to store, in our systems or in a
cloud based server or system (in the USA or another jurisdiction), part or all of the data which is
given or collected by us or held by us, and in signing for our products or services and/or
continuing to use the same, you the customer, are indicating by this conduct that you are
agreeing for us to be able to collect and store your data in this way.

If you place an order or register for one of our services, we may find it necessary to ask for and
record, personal information such as:

A) Ildentification and contact details (name, address, email, valid ID card details and / or utility
bill) to validate your details.

B) Information on the service or products you are interested in and use

This information may be collected by us; either through our website, or email, by phone, or in
writing. From time to time we may run competitions or special promotions and therefore also ask
for additional information. We do this so that we may improve our future products and services
and sometimes for our own marketing purposes.

In order to improve our services (i.e. products, training, security, complaints procedure and
quality control purposes) we may sometimes need to record information of the type mentioned
above through recording emails and calls to us so as to gather information from visitors to our
website.

Please make sure to contact our Customer Care Team If you do not wish to be contacted by Eazi
Telecom or its representatives on marketing related issues.

Only certain personnel will have access to Customers’ personal information that is collected and
we have strong security measures in place to ensure that confidentiality is, as far as possible,
protected.

Eazi Telecom will only retain the personal information collected for the period of time that is in
the circumstances or for the purpose for which the information was collected and is to be used
for. Also there may be legal requirements which will require us to keep certain types of
information for a certain period of time.

If at any point during your relationship with us you wish to know what information we hold on
you, please feel free to contact our Customer Care Team. Under certain circumstances you have
the right to ask our Customer Care Team for a record of what personal information we have



collected on you as a Customer. If you feel that any information we hold on you is inaccurate
then please let us know and we will change it. Customers can request to have their personal
details removed from our system by visiting one of our shops: 8 King Street or 48 Royal Ocean
Plaza, Ocean Village. For further information on your Data Protection rights, please see the
Gibraltar Regulatory website at www.gra.gi.

We may at times find it necessary to use other companies to provide some of our services or to
provide services to us and process certain information. However, they must all act in accordance
with our instructions and the General Data Protection Regulation. We may also provide
information to protect national security and for the prevention and detection of crime to
authorised state agencies and personnel.

If you visit any of our websites or use any of our customer services, by continuing to do so you
are agreeing by your conduct that we are allowed to collect and deal with your personal
information in the manner described in this document, our terms and conditions and our Privacy
Policy. Please note we may from time to time need to make changes to our privacy policy. You
may find out about any changes by contacting Eazi Telecom Customer Care Team by email or by
visiting our website, and we will inform you beforehand.

This Privacy Policy is effective from 25-05-2018.

= Complaints & fault reporting policy

Eazi Telecom monitors its service to ensure the necessary security measures are in place to
protect our customer’s privacy. High standards of quality are maintained and as far as possible
customer satisfaction is maintained. However, at times, unforeseen faults or problems may occur
and you may make us aware of them by filling in a fault reporting form (available on via email:
letusknow@limbatelecom.com) or by visiting our registered office (48 Royal Ocean Plaza, 16
Glacis Road, Gibraltar) or by calling our Customer Care Team on 00350 219 00000.

Please note, that if it is a fault with a mobile phone that we have supplied you with, if it is still
within the usual manufacturer’s one year warranty period and you can produce your ID and proof
of purchase (ie. receipt) please inform our Customer Care Team and they will make
arrangements to have the phone sent for repairs or perhaps arrange an alternative solution for
you. Please note this does not affect your statutory rights.

Please note if it is another type of problem or complaint, we will endeavour to solve the problem
within 2 working days. However, due to the technical and commercial nature of the mobile
industry, some problems may inevitably require a longer period to find an appropriate solution.
Our managers are often available to speak to you to offer additional advice on how to resolve
any mobile phone problem you may have. We will use our best efforts to keep our Customers
informed at all times of any developments on the resolution of their problem.

Please note that we will need to keep a record of your complaint or fault on our fault reporting
system (trouble ticketing system) as this will aid us in resolving your problem.

Some of this information will sometimes need to be held on our own servers in Gibraltar or
sometimes on a cloud based database or server which may be outside the jurisdiction. In the
case of the cloud based server, we will only store your Customer Reference Number — and a
problem report on that system — as this is essential for us to be able to provide you with our
service. Please note that no personal financial or contact information will be stored on this cloud
database or server.

Please be rest assured that we will at all times handle any data given to us — or collected by us -
in accordance will the Data Protection Act 2004. Please see our terms and conditions on our
website for further details.

= Service Level Agreement

Your phone or SIM is usually connected to our network and relevant services provided as soon
our Customer Service Team is notified that you the Customer have a valid contract with us. This
should be either immediately after purchase of our Scratch Card or SIM and or fairly soon after
you have concluded the post-paid contract with us.

Please note, you may be entitled appropriate compensation should there be an error and you
have suffered loss and Eazitelecom is shown to be at fault.



= However, Eazi Telecom is not liable for any breach which is caused by a matter beyond our
reasonable control including Act of God, fire, lightning, explosion, war, disorder, flood, industrial
disputes (whether or not involving our employees), extremely severe weather or acts of
Government or other third parties. Our Terms and Conditions also apply (these may be found on
our website and or in store).

*  Should you have cause to claim compensation from Eazi Telecom you should make a claim using
the complaints process and by talking to our Customer Services team and in any case within 15
days of the problem occurring.

Post-paid code of conduct:

e Customers will receive their invoice between the 5™ and 10" of the month electronically to the email address
they provided us with when they signed up with Limba, along with an SMS informing them that their invoice
has been sent.

e On the fifteenth day of the month, the total of the invoice will be deducted from the debit or credit card
provided to us when they signed up.

e Failure of payment by 1** day of the following month will result in any outgoing services being suspended.
These include:

o Outgoing calls
o Outgoing SMS
o Data.

e Failure of payment by the 1*" day of the second month will result in outgoing and incoming services being
suspended until outstanding payment(s) has been settled.
These include:

o Outgoing calls
o Incoming calls
o Outgoing SMS
o Incoming SMS
o Data

Effective: 17/10/2018.




