TERMS AND CONDITIONS FOR USE OF SIM CARD SERVICES

These terms and conditions (Ts and Cs) are applicable to you when you make use of
MTN Eswatini’'s Sim Cards which, after registration, is activated when your SIM Card

is inserted into a mobile handsel or another compatible mobile device.

These ferms and condifions contain provisions which appear in bold or are underlined
fo draw your attention to such terms because they may limit the risk or liability of MTN

Eswaltini; and/or create risk or liability for you.

1. Definitions

“Nefwork” means the public mobile telecommunications system operated and made

available by MTN Eswaltini or any other member of the MTN Group.

“Regulatory Authority” means the Eswatini Communications Commission (ESCCOM)
or any similar authority that is established in the future to perform or take over the

functions of ESCCOM.

“Services"” means fthe cellular felecommunications service provided by means of the
Neftwork as well as such other additional related services, equipment and/or Value-

Added Services.

“SIM Card” means the Subscriber Identity Module Card allocated to you to enable you
to gain access to the Neftwork by using the SIM Card in the mobile handsel or another

compaltible mobile device. A SIM card may be physical or virtual.

“Value-Added Services” means services charged al the Value-Added Service call
rate, are provided by MTN Eswaltini and/or a Value-Added Service Provider tfo make
available o MTN Eswatini customers a selection of value-added services provided by
means of the MTN Eswatini Network. Value-Added Services are all services beyond
standard voice calls. These Value-Added Services are not included in the bundled

minutes/seconds.



2. Provision of the Services

In order to receive your new mobile number and activate your SIM Card, you must
register your SIM Card, in ferms of Fhe provisions of the Subscriber Registration
Regulations 2016 read with any guidelines and/ or directives issued from time to fime

by ESCCOM.

Once your SIM Card has been registered, you can enter your PIN number info your

mobile device and connect to our Services.

Subject to these terms and conditions, MTN Eswatini will activate the SIM card and

maintain Fhe availability of Fhe Services while your SIM Card is active on the Nefwork.

3. Disclosure of Information

You consentthal MTN Eswaltini may, fo the extent permitted by law, receive or disclose

your personal information, documents and/or detailed call records to:

a) any law enforcement agencies that require the information for the prevention
or investigation of criminal activities.

b) any of MTN Eswatini's shareholders, related entities, suppliers, agents,
professional advisors, or any company within the MTN Group for marketing
purposes, subject to your right to restrict receipt of unwanted marketing
material or other rights in terms of the Electronic Communications and
Transactions Ack, 2022.

c) any of MTN Eswatini’'s shareholders, related entities, suppliers, agents or
professional advisors for reporting, accounting, product supply and service
and/or auditing purposes.

d) any company within the MTN Group for any purpose connected with the
Services or the Neftwork or incentive scheme purposes, including any Contact

Centre and technical services.

Despite any part of these terms and conditions that may indicate otherwise, MTN

Eswatini shall be entitled to utilize your detailed call records for any lawful purpose



including but not limited to tracing and/or billing purposes. You acknowledge and

agree that:

(a) The service quality and coverage available to you shall be limited to that
provided by Fhe Neftwork in accordance with the requirements of the Electronic
Communications Act, 2016 (or as amended) and the Regulatory Authority
requirements. The Services may, from fime fo fime, be adversely affected by
physical features such as buildings and underpasses, as well as armospheric
conditions and other causes of interference; and

(b) to the extent permitted by law, MTN Eswaltini shall not be liable for non-

availability of Fhe Services.

4. Value-Added Services

You acknowledge and agree thal should you subscribe to any Value-Added Services,
Fhe provision of such Value-Added Services by MTN Eswatini will be subject fo MTN
Eswatini’'s standard terms and conditions applicable to those services from fime to

Fime with which you undertake to make yourself familiar with.

5. Price Plans
Stay connected to your loved ones for longer anytime and anywhere through our

affordable price plans:

5.1 Call Per Second

The per-second billing price plan is an out of bundle rate, charged at E0.02/sec (2
cents per second). Simply dial *155# or *922# and follow the on-screen prompts to

swikch fo this plan.

Price Plan Ratfe SMS
Peak (Incl. VAT) E1.20 EO0.30
Off-Peak (Incl. VAT) | E0.60 EO0.30




5.2  Out-of-Bundle Usage

Choose beltween using airtime or only data bundles for connecting to the internet.
The former option allows you to connect with airtime once your data bundle depletes
or when you only have an airtime balance. Simply dial *686*8*1# to select your

preferred option. The out-of-bundle rate is E0.25/MB

6. Roaming

You are in control of your roaming spend in over 12 countries. International roaming
is available to all MTN Eswaltini customers, giving you the ability fo travel with your
number across the border whilst keeping you connected to your conftacts both at
home in Eswaltini and the rest of the world, regardless of whether you are on prepaid
or postpaid.
6.1 Roaming activation
Once af the border, you have Fhe following options to activate the service:

e Dial *170# and select option 1 to gel started;

e Dial *922# and select option 4 to gel started;

e Dial *686# and select 8 (Other Services) then option 3 (Prepaid Roaming) to
gel started

6.2 Roaming parkners

Please refer to the Eswatini MTN website (hftps://www.mtn.co.sz) for a list of countries

Fhat you can roam in.
6.3 Roaming rates

Please refer to the Eswatini MTN website (https://www.mtn.co.sz) for the roaming

charges.
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7. Conkacking MTN

Our dedicated Customer Care representatives in the Contact Centre are available 24
hours, seven days a week fo aftend fo all your queries, complainfts, and basic service

needs.
You may contact us Fhrough any of the below fouch points:

e Contact us through WhatsApp on 76061923, 76061924 and 76061925 (add
+268 from outside the country);

e Dial 922 from an MTN Eswatini number (add +268 from outside the country) to
access our contact center;

o Dial *922# to access self-service menu;

o One-stop-shop USSD Code: *686#

e Send us an email on feedback.sz@mfin.com or feedbacksz@min.com

e SMS your query to 1010 (free);
e Visitany MTN service center/ MTN shop closest to you;

e Webchat (https:/www.mtn.co.sz/);

e Facebook Inbox.

8. Liability

You indemnify and hold MTN Eswalini and each company within the MTN Group
harmless against any expense, loss, claim, harm or damage brought against, suffered
or sustained by you or any third party, which arises directly or indirectly out of a
breach of these ferms and conditions by you or by your use of the Services and/or the
mobile device, other than in respect of losses caused by the gross negligence or
intentional misconduct of MTN Eswaltini or any company within MTN Eswatini or any

of their respective employees, directors or agents.

Without affecting the generality of Fhe above, MTN Eswatini shall nol be liable fo you
for any breach of these terms and condition or failure on MTN Eswaltini’s part to
perform any obligations as a resull of fechnical problems relating fo the Neftwork,
fermination of any license to operate or use Fthe Neftwork, act of God, government

control, restrictions or prohibitions or other government act or omission, whether


mailto:feedback.sz@mtn.com/
mailto:feedbacksz@mtn.com
https://www.mtn.co.sz/

local or national, act of default of any supplier, agent or sub-contractor, industrial

disputes or any other cause beyond the control of MTN Eswaltini.

You shall:

a)

b)

c)

d)

e)

o.

comply with all insftructions issued by MTN Eswaltini which concern your use of
the services, the mobile device, or related matters.

not be entitled fo commercially or otherwise exploil Fhe services and platforms
in any manner whatsoever without MTN Eswaltini's prior written consent,
including without limitation, the provision of felephony services to third parties.
provide MTN Eswaltini with all such necessary information as MTN Eswatini
may reasonably and lawfully require.

nol engage in fraudulent activities nor defraud customers.

engage wirth MTN Eswatini, and its respective staff and agents in a courteous,

cordial, and respectful manner at all times.

Suspension/Disconnection

MTN Eswaltini may from time to time, by giving you advance notice where reasonably

practicable and dependent on the circumstances, suspend the Services or disconnectk

your mobile number from the Network for a period to be determined by MTN Eswatini,

in any one of the following circumstances occur:

a)

b)

c)

d)

e)

if Fhe Service has not been used by you for a period in excess of 90 (ninety)
days;

if directed by you as Fhe owner to end this agreement for any reason, at any
Fime.

MTN reasonably believes that you (or someone else) are using your Sim
fraudulently, illegally or in a way that breaks this agreement, or are allowing
someone else to do so; or we reasonably believe that we have to do so by law.
if so directed by the Regulatory Authority or any regulatory aufrhority in Fhe
lawful and appropriate exercise of its jurisdiction over MTN Eswatini or the
customer, by judicial process or otherwise by applicable laws and regulations
if you commit money laundering and counter finance terrorism (AML/CFT)

offences;



f) in case of identity theft (SIM registered to a third party IDs without the person’s
knowledge or consent);
g) any other breach of laws and regulations

h) in any other instance specifically provided for in these terms and conditions.

10. Communication

You hereby consent to the dispaflch or transmission by MTN Eswatini of all and any
necessary communications in fterms of the Electronic Communications and
Transactions Act 2022 or subsequently enacted and relevant legislation. You are
entfitled fo inform MTN Eswatini if you do nol wish fo receive any communications for
purposes of direct markefting and in fhis instance, MTN Eswaltini will desist from

circulating any further such material to you.

11. Complaints

Any complaints relating fo our products or service to you may be forwarded to the

email; feedback.sz@mtn.com / feedbacksz@mtn.com where we ought to action and

feedback accordingly.

12. Lost or Stolen SIM Cards
12.1 SIM Safe keeping

(a) You are responsible for the safekeeping of your SIM Card.

(b) You are encouraged, within 24 (fwenty-four) hours of you realizing that your SIM
Card or mobile device has been lost or stolen report this to Fhe Royal Eswatini Police.

You are permitted to call the helpline 922 to request SIM block or unblock.

12.2 SIM swap process

You may upgrade/ replace your lost/ damaged SIM card through a SIM swap. To

conduct a SIM swap, follow Fhe below steps:
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12.2.1 Individuals

Visit Fhe nearest MTN Service Centre, Efop-Up shop, Connect store or field agent with

your identification document (ID-residents, passport-non-Swazi).

12.2.2 Businesses

Visit Fhe nearest MTN Service Centre and Etop-Up shop with an authorized request

letter and your identification document (ID-residents, passport-non-Swazi).

13. Password and/or PIN

If you have a password or PIN sent fo your SIM Card or sfored on your mobile device,
you undertake to keep it secure and undertake that no other person shall use the
Services utfilizing your password or PIN, and you acknowledge further thal you are
responsible for ensuring that no unauthorized access to the password or PIN is
obrtained, and that you will be liable for all such activities conducted pursuant to such

use, whether authorized or not.

14. General

(a) These terms and conditions will be governed by and construed in accordance with
Fhe laws of the Kingdom of Eswaltini, and you shall submit to the jurisdiction of the

Eswatini Courts.

(b) These terms and conditions are severable, in that if any provision is determined to
be illegal or unenforceable by any court of competent jurisdiction, then such provision
shall be deemed to have been deleted without affecting the remaining provisions of

the ferms and conditions.

(c) Our failure to exercise any particular rights or provision of these terms and
condifions shall nol constitute a waiver of such right or provision, unless

acknowledged and agreed to by us in writing.

(d) Any amended terms and conditions published in any media or on the MTN Eswatini

website www.mtn.co.sz will form part of the tferms and conditions of the Services, to

which ferms you agree to be bound.
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15. Customer Relaflionship Termination Procedure

This procedure sefls oul to ouftline offenses that may lead fo MTN Eswaltini blocking
Fhe customer number from the network or mobile money and provides a guideline of
Fhe process to be implemented to handle customers that are in violation of the ferms

and conditions of using an MTN Eswatini SIM (physical card or e-SIM).

MTN Eswatini reserves the right to ferminate a relationship with a customer (s) in

breach or violation of terms and condifions for ownership and usage of an MTN SIM.

16. Cusltomer Offences warranting relationship fermination

Termination of customer relationship, shall fake place pursuant, but nof limited
to the following incidents, namely:
i.  Exploiting MTN products and services offered to its customers,
including MTN systems using a SIM.
ii. Defrauding MTN in whatever shape or form using a SIM.
iii. Defrauding or making aftempfts fo defraud MTN customers or other
customers using an MTN SIM
iv. Non-compliance to KYC requirements set out in various legislative

requirements applicable in MTN Eswaltini.

17. Consequences of the customer offences

Where, as a resull of SIM usage, MTN is of the prima facie view thal the actions of
Fhe customer have resulted in fraudulent activity either against MTN or an MTN
Customer, MTN reserves the right to forthwith, without notice, suspend the SIM and

report the incident(s) to relevant law enforcement agencies for further action.
18. Customer Relaflionship Termination Process

MTN Eswatini shall take the following steps to action offences that have resulted to

offences that warrant suspending Fhe number from the network.



18.1 Exploitation of MTN Producls and Services

a) MTN Eswatini will investigate and gather facts of how the customer has
exploited or violated any MTN product, service, policy and / process not limited
Fo system.

b) MTN Eswaltini reserves the right fo communicate the suspension/ blocking of
the number.

c) If notice is made fto the customer, MTN Eswatini will communicate to fthe
customer through SMS / email/ call that the MSISDN will be blocked and the
reasons thereof. MTN Eswatini will also communicate contact channels for the
custfomer to utilize o show cause as well as the different escalation channels
at their disposal including contacting the regulatory body.

d) Suspend the number.

18.2 Defrauding MTN

(a) MTN Eswatini will identify the fraudulent activity that has been committed using
Fhe SIM and explore all possible avenues to gather evidence which may involve

reviewing call logs, emails, text messages, and data usage records.

(b) The committed fraud shall be reported to the law enforcement authorities to

further investigate and prosecute accordingly.

(c) For non-payment of postpaid services MTN Eswatini will action according to the

contractual agreement.
(d)The customer may/ may not be notified of the suspension of the number.

(e) Suspend the number.

18.3 Defrauding or attempting to defraud MTN customers or other customers
using an MTN SIM
a) MTN Eswatini will identify the fraudulent activity that has been committed or

attempted using the SIM and explore all possible avenues to gather evidence
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b)

c)
d)

which may involve reviewing call logs, emails, text messages, and data usage
records.

The committed or attempted fraud shall be reported to Fhe law enforcement
authorities to Further investigate and prosecute accordingly.

The customer may/ may not be notified of the suspension of the number.

Suspend Fthe number.

18.4 KYC non-compliance

a)

b)

c)
d)

e)

MTN Eswaltini shall identify non-KYC compliant numbers.

MTN Eswaltini will inform and request the customer through SMS, call or email
Fo submil Fhe required KYC within a stipulated period to avoid disconnection.
The customer will be instrucred on how and where fo submil KYC.

MTN Eswatini will issue a reminder the cusfomer of the need to submit Fhe KYC
and the due date.

Suspend Fthe number/ Mobile money account.

19. Suspension Removal by MTN Eswaltini

MTN Eswatini reserves the right to restore, revoke or remove the suspension of the

number once the reason for suspension has been resolved and there is sufficient

evidence to clear the customer of Fhe violation of Fhe SIM use ferms and condiftions.
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