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MTN's position on Treating Customers Fairly

Our Treating Customers Fairly
Position

How MTN and our parfners freat
our cusfomers is an issue we fake
seriously. Over the past few years,
many Value-Added Service
Providers (VASPs) or Wireless
Application Service Providers
(WASPs) have come on board to
offer value-added or premium
services fo our customers, using a
combinalion of plafforms.

Examples of such services include
basic fext information such as news
and weather alerfs and more
advanced conftent services such as
games, music and videos available
on mobile sites, apps and fhe
infernetr.

Our Treating Customers Fairly
Approach

As Fhe number of services offered fo
our cusfomers by MTN or our
parfners continue fo increase, if is
imporfant  rhat  our cusfomers
remain aware of the cosrs fthey
incur, Fhe services rhey use and how
fo confrol and remove access fo
Fhese services.

To Ffacilirate fransparency and
cusfomer control, we have
developed a framework ensuring
fhat our cusfomers are Freafed
fairly. The framework sefs frhe
mandatory requirements for
implementation in key cusfomer
service processes in all MTN
operarions.

Our Treating Customers Fairly
Pricing Information Guideline

For once-off Fransactions,

subscripfion services, promofional

compelitions, contact and/or dating

services and all ofher services, we as

MTN will sfrive o provide fhe

following Ffo our cusfomers:

e Pricing information fthalt is nof
misleading.

» The full refail price of frhe service,
including VAT.

» There will be no hidden cosfs over
and above fthe price included in the
pricing information.

Our Treating Customers Fairly
Aspecls

As an MTN cusfomer, Fhe
implementation of our TCF policy
requires that all our customers have
the ability Fro aufthenticate rtheir
access fo MTN services and any
related rhird party. MTN cusfomers
have fhe below services available ro
Fhem:

» Choose their subscripfion offers by
receiving a confirmaftion message
which enables rthem fto opf-in fo a
specific service;

e Sef ‘do nof disfurb’ messages ro
resftrict promotfional or unsolicited
messages;

» Receive subscription renewal
nofificafrions and supporfing
requests o unsubscribe from
services using all reasonable Ferms
such as “cancel”, “stop”, efc.
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Our Do Not Disturb (DND) -
cusfomer management allows our
cusfomers fo resftrick and manage
fheir promotional messages or
block all promotfional or unsolicifted
messages. Our cusftomers are also
provided with simple opfions of
managing their skafrus.

Nof all notificafion messages will
be subject fo DND o ensure our
cusfomers receive all service
relafed nofificarions such as
Welcome  Messages, Reminder
Messages, Services Usage
Notifications, Subscription
Renewal Notifications, and Service
Termination Nofrifications.

Welcome messages fo  our
customers are sent for various
activifies including when SIM cards
and subscripfions are actrivared,
and when cusfomers roam on
ofFher nefworks. This assures our
customers that rhey are aware of
acriviries on frheir handsefs and
can nofify MTN in Fhe evenf of any
concerns regarding possible
fraudulent activity.

As an MTN cusfomer who accepts
our free frials, you will have confrol
of whefher you wanf ro subscribe fo
fhis service at the end of rhe ftrial
period.

Welcome and reminder messages
will not be sent befween 9pm and
7am fo avoid disfturbing our
cusfomers or cusfomers nof being
aware of Fhese messages being
received lafe af night or early in fhe
morning.

The Rights of Customers

To make certain thal our cusftomers
understand ftheir rights and are
freated fairly, each of our country
operaflions can use marker-relevant
and widely understood words and
language while ensuring compliance
with Fhe overall framework.

MTN reserves fhe right fo change
fhe TCF policy fo ensure if always
complies wirh iF's License and
Regulatory condifions in each
country of operation and will updare
customers accordingly.
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