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General Terms & Conditions

Internet-1 Pty Ltd (ABN: 59 622 042 317) (“Us”) will supply you with telecommunications services ("Services") on
the terms and conditions set out below. Words not defined in these terms and conditions have the same
meaning as in the Telecommunications Act 1997 (Cth) (“Telecommunications Act”).

1. Our Contract with You

1.1. As a customer of ours, these terms and conditions form the basis of our contract with you (“Contract”).

1.2. The Contract with you also includes your application/order form(s) or voice recording, which you
complete and provide to us. We may accept and rely on a facsimile, email or scanned copy of the
application or order form as if it was an original. You will be bound by a facsimile, email or scanned copy
of the application or order form as if it was an original.

1.3. The Contract with you also includes our currently applicable price list. The price list may change from
time to time, but we will notify you of any changes when they happen or prior to any such changes being
effected. Copies of the price list are available from us, upon request.

1.4. The Contract is formed on the date on which we notify you of our acceptance of your application or you
issue the first order form.

2. Service Description

2.1. Services will be supplied to you through the carriers or networks (“Carriers”) that we nominate in writing
from time to time. You agree that we:

2.1.1. May need to change Carriers to continue to deliver Services to you. We will notify you of such
change, including who the new Carrier will be, in writing, prior to any change being effected.

2.1.2. Have your express authorisation to notify any relevant Carrier in respect of, and to effect, any such
change.

2.2. We do not warrant that we will be able to supply Services and we are not liable for any failure to provide
all or part of any of the Services, but, to the extent and to the standard that Carriers provide Services to
us, those Services will be provided by us to you. When your connection is disrupted, we will do our best
to reinstate our Services to you as soon as we can.

2.3. When using the Services, you agree to:

2.3.1. to comply with all statutes, regulations, by-laws or licence conditions of any government body; and

2.3.2. to not breach any person’s rights or otherwise cause us or a Carrier loss, liability or expense; and

2.3.3. that our obligations to provide the Services ceases when we transfer your account to another
supplier and the other supplier takes over full billing of those Services.

3. Charges and Payments

3.1. You agree during the term of the Contract:
3.1.1.to be charged for the Services we provide to you, regardless of whether it is you who uses them, at
our current prices;
3.1.2. if our charges are expressed as being exclusive of any taxes, that we can pass on to you the full
amount of any taxes payable on the charges; and
3.1.3. to pay accounts for all of those charges (including any applicable taxes) by the date specified in the
account (“Due Date”).

3.2. If you dispute in good faith an amount in the account, you must notify us in writing within seven days
setting out reasons for the dispute and the amount in dispute. Notwithstanding any dispute as to any
amount of any charge, you must pay the whole amount of each account by the Due Date.

3.3. If you do not pay the whole amount of your account by the Due Date, then we may charge a late
payment fee of onto your invoice and suspend all or part of your Services pending payment of
outstanding amounts on the account. Nothing in this clause affects our rights to terminate the Contract
under clause 9.

3.4. If you do not pay the account by the Due Date, we also reserve the right (at our discretion) to adjust the
prices you pay for the Services.
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3.5. If you direct us to transfer any of the Services to another supplier, you will pay to us on receipt of an
account under our normal payment terms:
3.5.1. all of our accounts up until the time we stop providing the Services; and
3.5.2. all other proper charges that we become aware of after the date of cessation of Services that relate
to the Services we provided to you; and
3.5.3. any early termination charges or fees associated with the cancellation of your service.
3.6. Payments are collected by our authorised billing and payments provider Telecom Billing (ABN: 42 144
043 863) (or such other authorised billing and payments provider advised by us to you from time to time)
acting as authorised agents for us.

GST

4.1. In this clause, an expression defined in the A New Tax System (Goods and Services Tax) Act 1999 (Cth)
(“GST Act”) has the same meaning.

4.2. Our prices are taken to be GST inclusive unless they are expressed to be ‘GST exclusive’, ‘exclusive of
GST’, ‘“+ GST’ or similar.

4.3. Where any amount is GST inclusive, it is the gross amount, inclusive of any GST payable in respect of any
taxable supply for which that amount is paid. Otherwise:

4.3.1.The consideration payable by you represents the value of any taxable supply for which payment is
to be made.

4.3.2.1f we make a taxable supply for a consideration, which represents its value, then you must pay
immediately the amount of any GST payable in respect of the taxable supply.

4.4. If these terms require you to pay, reimburse or contribute to an amount paid or payable by us in respect
of an acquisition of a taxable supply from a third party, the amount you must pay, reimburse or
contribute will be the value of the acquisition by us less any input tax credit to which we are entitled
plus, if our recovery from you is a taxable supply, any GST payable under this clause.

4.5. We may recover any GST payable under this clause in the same manner as our charges.

4.6. If the GST rate is changed per the GST Act, our rates to you will reflect the changes in GST.

Amendments to Terms and Conditions

5.1. Without limiting clause 3.1, we may vary, alter, replace or revoke any of these terms and conditions
effective upon the expiry of 14 days written notice from us. We may interpret your ongoing use of the
Services after that date as constituting your acceptance of the variation, alteration, replacement or
revocation.

Credit Check

6.1. Prior to our acceptance of your application, you have provided to us all information relevant to our
assessment of your credit rating. You have consented to the following:

6.1.1.us obtaining from a credit reporting agency a credit report containing personal information about
you;

6.1.2. us giving to, and seeking from, any credit provider named in a credit report or in your application,
information in relation to your credit rating including without limitation any information about your
credit worthiness, credit history or credit capacity that credit providers are allowed to give or
receive from other credit providers under the Privacy Act 1988 (Cth) (“Privacy Act”);

6.1.3. us making independent enquiries of third parties concerning your financial standing and for this
purpose you have authorised and permitted such third parties to supply such information regardless
of any confidentiality or privilege which applies to the information sought; and

6.1.4. us providing any information we obtain about you to the relevant Carrier.
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7. Transfer of Services

9.

7.1. When you transfer any services (“Transferred Services”) from a Carrier, a telecommunications service
provider or equipment supplier who supplies telecommunications services or equipment to you at the
time of our acceptance of the application (“Current Supplier”) to us, you authorise us to sign on your
behalf and in your name any forms required by the Current Supplier to transfer the Transferred Services
as we direct.

7.2. You agree to immediately pay to the Current Supplier any amounts owing for the Transferred Services up
to the date of the transfer.

Limit on Liability

8.1. We do not exclude or limit:

8.1.1. the application of any provision of any statute (including the Competition and Consumer Act 2010
(Cth), the Privacy Act 1988 or the Telecommunications Act 1997 where to do so would contravene
that statute or cause any part of this clause 8 to be void; or

8.1.2. direct losses and damages which arise only as a result of our gross negligence (which means where
we commit an act or allow an omission to occur in reckless disregard of the consequences of the act
or omission).

8.2. Except where clause 8.1 applies, we exclude all statutory liability, tortuous liability (including but not
limited to liability in negligence), conditions and warranties implied by custom, the general law or
statute, liability for all direct, economic, consequential or indirect losses, expenses, damages and costs
incurred by you, arising out of or relating to the Services, any failure to supply or delay in supplying the
Services, any delay in the connection or failure in the operation of the Services or out of or relating to the
Contract.

8.3. Including, but not limited to, liability for gross negligence and except to the extent of clause 8.1.1 we are
not responsible or liable for any indirect consequential or economic damages, including, without
limitation, loss of income or profit or loss of actual potential business opportunities.

8.4. You acknowledge that any liability of any Carrier to you in relation to the Services is governed by the
terms and conditions on which that Carrier from time to time supplies that service to its own retail
customers.

Termination of Agreement

9.1. We reserve the right to charge to you an administration fee, termination fee or any other charges
incurred by us in providing the Services to you if you terminate the Contract prior to the full Contract
term. The details on how the cancellation/early termination charges are calculated are provided in the
applicable product section these terms and conditions.

9.2. We may immediately terminate this agreement by written notice at any time if, without our prior written
consent:

9.2.1.you breach any term or condition of the Contract;

9.2.2.a receiver or receiver and manager is appointed over any of your property or assets;
9.2.3.a liquidator or provisional liquidator is appointed to you;

9.2.4.you become bankrupt;

9.2.5.you enter into any arrangements with your creditors;

9.2.6.you assign or otherwise deal with your rights under this agreement;

9.2.7.you cease to carry on business; or

9.2.8.there is a material change in your direct or indirect ownership or control.

9.3. We may also immediately terminate the Contract at any time by written notice if the Carriers cease to
provide services necessary for us to be able to provide the Services to you.

9.4. If we terminate the Contract in accordance with this clause and a Carrier arranges to supply you services
other than through us, you acknowledge that:

9.4.1. the Carrier may not be able to make those arrangements immediately; and
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9.4.2. once the Carrier has made arrangements, the services acquired by you from the Carrier will be
acquired on the Carrier’s then current tariffs and terms and conditions and the Carrier will bill you
accordingly.

10. Information

10.1. Without limiting clause 6.1, you agree to provide us with any information we request in connection
with us providing the Services to you under this agreement.
10.2. You authorise and consent to the following:

10.2.1. us conducting a physical audit of the Services and any equipment supplied in respect of the
Services should we consider it necessary;

10.2.2. us exchanging with Carriers all information about you and the Services provided to you in our
possession or control including, but not limited to, your name, billing address, street address,
relevant telephone numbers, any information obtained by us for the purpose of your application
and the Contract; and

10.2.3. the Carrier exchanging with us any information in the Carrier’s possession or under its control in
relation to the Services including, without limitation, all your records and, in particular, exchange
line details, account information, call charge records and call event records; and

10.2.4. our, and the Carrier’s, use of the information referred to in clauses 10.2.2 and 10.2.3.

11. Assignment

11.1. Your rights under the Contract are personal. You must not assign or attempt to assign any right or
obligation under the Contract without our written consent. We may assign all or any of our rights and
obligations under the Contract at any time by notifying you in writing.

12. Warranty of Authority

12.1. Any persons signing this agreement on your behalf warrant that they have full power and authority to
bind you in respect of this agreement.

13.Our Equipment

13.1. Risk in any equipment provided by us or any third party to you for purchase or hire (“Equipment”)
passes to you upon delivery. You will accept any Equipment on the basis of these terms and conditions
and any additional terms and conditions notified at the time of delivery.

13.2. Title to any Equipment provided for purchase does not pass to you until all amounts owing to us under
the Contract and the cost of such Equipment have been paid in full. Until title passes to you, the
Equipment will be held by you as bailee for us.

13.3. If the Equipment is installed at premises occupied by you, you must not interfere with the Equipment
or its installation.

13.4. If the advertised Equipment becomes unexpectedly unavailable, we may supply substitute Equipment
that is substantially equivalent to the advertised Equipment.

13.5. If the advertised Equipment is not technically suitable for your situation, we may supply substitute
Equipment that is substantially equivalent to the advertised Equipment.

13.6. You irrevocably grant to us, our agents and servants, leave and licence without the necessity of giving
any notice to enter at any time on and into premises occupied by you using reasonable force if
necessary to inspect, search for and re-take possession of any Equipment in respect of which payment
is overdue. You shall indemnify us and hold us harmless against any loss or damage suffered by any
person or company arising from re-taking such possession.

13.7. On the termination of the Contract for any reason, you will immediately return all Equipment owned
by us or make it available for our collection. Should you fail to do this within 30 days of the date of
termination, you will be invoiced for the cost of the Equipment as applicable.

13.8. Where you have equipment on premises you occupy which is used by another supplier to provide you
with services, we will disconnect that equipment when you transfer the services to us and we connect
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our Equipment (if any). You must immediately notify that supplier that you have transferred your
services to us and arrange for them to remove their equipment from the premises.

14.Installation and Connection of Equipment

14.1.
14.2.

14.3.

This clause only applies if we expressly agree to install or connect Equipment.

We will install the Equipment at your site within a reasonable time after the delivery date to connect
you to the Service during normal business hours in your area. You must provide us with safe access.
You must prepare the site for the installation (in accordance with any directions or specifications
issued by us) at your own expense, including providing:

14.3.1. appropriate electricity supply;

14.3.2. appropriate electrical and mechanical fittings;

14.3.3. appropriate environmental conditions;

14.3.4. asecure location for the Equipment, including if applicable a suitable point for mounting an

external satellite dish without obstructions;

14.3.5. all relevant facilities for the location of the Equipment;

14.3.6. access to all relevant personnel including your technical personnel;

14.3.7. where relevant, permission for us and our representatives and agents to enter your site and

14.4.

14.5.

install the Equipment including making any minor physical modifications reasonably necessary for
the purpose.
You warrant to us that as at the date of installation and connection to the service, you will have
notified any relevant parties and obtained all relevant consents for us to enter onto your site, install
Equipment and connect you to your service.
You must indemnify us against any claim made against us, or loss incurred by us (including legal cost
on full indemnity basis), in connection with such entry and installation, except to any extent that we
cause or contribute to it by:

14.5.1. our negligence; or

14.5.2. our breach of any applicable consumer standards.

14.6.

14.7.

You must obtain and maintain, at your expense, any permits, licences, approvals, authorisations,
including local council planning approval required for the installation and operation of the Equipment
and connection to the service.

If the installation must be rescheduled because you breach this clause, we charge a reasonable
amount for our additional costs.

15. Lost, Stolen and Damaged Equipment

15.1.

15.2.

You are responsible for any lost, stolen and damaged Equipment owned by us, except if it is caused by
us or our personnel.

You must pay us for Equipment that is lost, stolen or damaged, except if it is caused by us or our
personnel.

16. Miscellaneous

16.1.

16.2.

16.3.

16.4.

Any notice, demand, consent or other communication required to be given to either party must be
delivered personally or sent by prepaid mail or by facsimile to the address of the other as last notified.
The Contract shall be governed by and construed in accordance with the laws of the State or Territory
of Australia wherein the Services are connected, and the parties hereby submit to the non-exclusive
jurisdiction of the courts of that State or Territory of Australia.

The Contract contains your and our entire understanding to the exclusion of any and all prior or
collateral agreement or understanding relating to the Services, whether oral or written.

If any part of the Contract is found to be invalid or of no force or effect, the Contract shall be
construed as though such part had not been inserted and the remainder of the Contract shall retain its
full force and effect.
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17.Authorised Representative

17.1. If you wish to appoint an authorised representative (“Authorised Representative”) to deal with us on
your behalf you may do so.

17.2. Please consider carefully before authorising somebody to make changes to your account. An
Authorised Representative you appoint can deal with us on your behalf as your agent (including
making a complaint) and;

17.2.1. if you specifically give them limited rights; has only those rights including any limitations you
specify on access to your information; and
17.2.2. if you do not give them limited rights; has power to act and access information as if they are you.

17.3. We may also accept a person who holds an appropriate Power of Attorney or Guardianship Order as
an Authorised Representative for a customer. Please forward a certified copy of the Power of
Attorney or Guardianship Order to us. We may need to have the documents checked before we can
accept the appointment. Please request a copy of the form to add an Authorised Representative from
our Customer Service team, should you wish to add an Authorised Representative to your account.

18.Personal Guarantee

Where you are a company (“Customer”), the persons named in the application form as directors of the Customer
hereby jointly and severally guarantee to us:

18.1. payment of all amounts payable by the Customer under the Contract on the day and times and in the
manner due thereunder; and

18.2. due and prompt performance and observance of any and all covenants, obligations, terms and
conditions on the part of the Customer to be performed or observed pursuant to the Contract.

This guarantee will be a continuing guarantee and will not be released by any partial payment or by any
neglect or forbearance on the part of us or any time or other indulgence granted by us to the Customer, nor
shall we be required to first demand payment from the Customer as this guarantee will operate as an
independent agreement which is in no way dependent upon the terms of any other agreement. You
covenant to indemnify us and keep us indemnified from and against all actions, proceedings, costs, damages,
expenses claims and demands whatsoever for or in respect of the non-payment of the said amounts or any
part thereof or the breach, non-performance or non-observance of any of the said covenants or conditions of
the Contract by the Customer.
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Regulatory Compliance Statement

We are compliant with the C628:2015 Telecommunications Consumer Protections (TCP) Code (“TCP Code”),
which applies to you if you meet one of the criteria below.
* You are an individual who acquires or may acquire a telecommunications product for the primary purpose
of personal or domestic use; (and not for resale).
* You are a business or non-profit organisation which acquires telecommunications services from us for
business purposes, other than for resale, and at the time of entering in to a contract you;
o did not have a chance to negotiate the terms of your contract with us; and
o have or will have an annual spend with us of less than $20,000.

We operate within a complex regulatory environment but remain committed to keeping you informed about key
protection measures that exist within the telecommunications industry.

We know that our success depends on the service we provide our customers. Take the time to browse through it.
If you need further information on anything contained here please contact us.

1. General

The below principles guide our interactions with you.

*  We will communicate with you in plain language.
* We will provide accurate, relevant and current information.
*  We will communicate with you in a way that is appropriate to your communication’s needs.
*  Our Customer Terms are available for download from our website.
*  We will comply with all applicable laws.
*  Qur staff will interact and communicate with you courteously. We will achieve this by:
o Culture: We will promote a culture within our staff where rudeness to Customers, and/or non-
compliance with the TCP Code are not acceptable.
o Disciplinary Action: We will ensure appropriate action is taken against staff who are rude to
customers.
* We will ensure that you can appoint an authorised representative to act on your behalf, and that this
authorised representative has the ability to act on your behalf as if they are you.

2. Communication of Offer

We will communicate our offers (whether orally or in writing) in a clear, accurate and in a manner which is not
misleading, enabling you to make informed choice.

3. Summary of Offer

We will provide Critical Information Summaries which include the following information on our products &
services:

* Information about the service
o Description of the product or service.
o Inrespect of the product or service offered.
= The inclusions, exclusions, conditions and limitations of the product or service.
* Information about pricing
o The minimum monthly charge of the product or service (if applicable)
o The maximum monthly charge payable where calculable.
o The maximum charge payable for early termination of the offer.
o Where the offer is not unlimited, the cost of making a 2-minute standard national mobile call
(including flag fall) (if applicable).
o For anincluded value plan, an estimate of the maximum number of standard national mobile calls
(each 2 minute in duration) that a customer can make.
* Other Information
o Alink to the area of our website where you can obtain call data and usage information or
instructions on where you can obtain this.
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Warnings about international roaming costs (if applicable).

Our Customer Service contact details.

Information about how to access our internal dispute resolution processes.
Contact details for the Telecommunications Industry Ombudsman.

O O O O

* Other relevant Information
o We will provide any other relevant information to you in regards to our product or service in a
readily accessible manner, such as Product Description, Technical information, Billing &
Payments, Usage, Warranties, Mobile Coverage, International Roaming, and if we are acting as a
reseller, who the prime carrier of the service is.

Where any information that we have provided is inaccurate, we will remedy this information as soon as possible,
and provide it to you in writing. We will resolve complaints with you with a remedy appropriate to the situation,
which may include the right for you to terminate your contract with us without penalty.

4. Advertising

Our advertising will include all important conditions, limitations, qualifications and restrictions about the offer to
enable you to make informed choices, and to avoid being misled. We will use a clear and plain language when
advertising our offers.

5. Selling Practices

Our sales representatives will promote and sell our products and services in a fair and accurate manner and will
be able to communicate with you in English.
* Training: Our sales representatives will be appropriately trained on how to sell and promote services in a
fair and accurate manner.
* Ongoing Monitoring: We will monitor our sales representatives on a regular basis to ensure their
compliance.
¢ Complaints: We will monitor and track complaints to ensure emerging or systemic issues are addressed
immediately.
* Accurate descriptions of products: Our sales representatives will provide accurate information about our
products, services and offers.
* Appropriate behaviour: Our sales representatives will interact with you in a courteous, fair and accurate
manner.
* Consent & Authority: Our sales representatives will obtain your consent, and confirm your authority to
enter into a contract, prior to completing the sale.

6. Contracts

*  Our Customer Terms will be available on our website.

* QOur standard form of customer contract will be written in a plain language, be clear, consistent and
contain all the terms & conditions of the product or service.

* Qur standard form of customer contract will not include any unfair terms.

7. Customer Service

* We will endeavour to answer all your enquiries in a timely and effective manner.
o We will inform you on the ways you can contact our Customer Service Team.
o We will monitor our average wait times to ensure these are kept to a minimum.
o We will endeavour to resolve any queries or complaints on first contact, and continually improve
our first call resolution procedures.
o We will keep records of interactions between you and our customer service teams to aid in
assisting you.
o We will ensure that staff are trained appropriately to deal with your queries.
*  We will seek feedback from you on how we deal with your enquiries and use this information to improve
our processes and practises.
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We will ensure any personal information we store is protected from unauthorised use, and is dealt within
accordance with all applicable privacy laws.

8. Billing

We are committed to providing our customers with clearly understood, accurate, timely and complete bills and

billing related information.

We will provide clear and easy to understand information about our pricing, billing, bill period and
payment terms and options.
Our bills are provided in paper form sent by regular post, or via email.
We will provide historical billing information for up to 6 years from the date of your enquiry, including for
a period of up to 24 months free of charge.
Access to our customer service team will be provided at Untimed Call Rates.
Our bills will include the at minimum the following information:
o Your name & postal address
Your account number
Our trading name and ABN
Details on how you can contact us
Details of our hours of operation
The bill issue date and invoice number
The billing period
The due date for the current bill charges
The name of, or reference for, the plan or agreement for which the bill relates.
o Details of charges, included call values, discounts and excess charges.
Our bills will be issued and delivered to you within 10 working days of the closure of the billing period. If
there is a delay in this occurring, we will grant you an extension to pay your bill.
We will endeavour to include all call charges relating to the current bill period into a current bill.
We will not bill for charges older than 160 days from the date the charge was originally incurred.

O 0 O O O O 0 O

9. Verifying Charges

We will provide sufficient information and will be able to demonstrate and verify billing accuracy of our
bills.
We will provide itemisation of all charges unless otherwise agreed with you.

10. Payment Options

We will offer at least one method of payment of your bill that is free of charge.

We will offer the ability for you to verify any payments you have made.

We will apply payments within our billing system within 48 hours from the start of the next working day
after we are notified of a payment.

11. Direct Debits

We will ensure you can verify that a direct debit arrangement is in accordance with your authorisation.
We will still issue a bill to enable you to verify all charges on your bill prior to the direct debit being
processed.

We will process the direct Debit as close as possible to your due date.

We will enable you to cancel a Direct Debit authorisation via email or faxed request, and we will remove it
within 3 working days of the request.

12.Credit & Debt Management

We provide access to the following tools to enable you to take timely action to manage or limit your spend with
us. We offer both spend management tools and security tools described below. Please note our notifications and
billing information may be up to 48 hours old at the time of notification, this is as near to real time as is possible.
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We will provide usage notification for national calls, SMS and data usage in Australia, but this does not cover any
usage whilst overseas or calls or SMS sent to overseas.

We will provide:
* Automatic usage alerts via SMS or email at 50%, 85% and 100% within 48 hours of reaching this point - at
no cost to you.
* Check your balance by calling our Customer Service Team — at a cost of a 1300 call.

You may choose to:
* Receive all or some of the notifications.
* Receive more notifications at different usage points of your choosing.
* Receive usage notifications via a different method.

You may also choose to:

* Automatically restrict your service or parts of your service once a specific spend threshold has been
reached.

* Bar or restrict certain call types to better manage your spend.

13.Responsible provision of Telecommunications Products

* We will inform you about and undertake a credit assessment prior to providing you with a product or
service.

* We will advise you of your liability in respect of the products and services being provided.

* If we restrict access to certain products or service as a result of your credit assessment, you will be
advised of this at the time of application, and we will include ways in which this restriction can be
removed and the timeframes of this removal.

* If we require a security deposit as part of your application, we will provide information about the terms of
the security deposit including details of interest payable, how the deposit may be forfeited and/or repaid.

14. Credit Management Process

We will provide a clear and defined credit management process which is available to you at no cost.
We will also provide information to you on:

* Your obligation to pay bills for telecommunications services by the due date.

* The fact that non-payment or repeated late payment of bills may have an effect on the provision of
current or future telecommunications services.

* Details of our Financial Hardship Policy.

* We will provide notice, in writing by post or email and phone prior to restricting, suspended or
disconnecting a service with at least 7 days’ notice, unless you have pre-arranged a cut-off point based on
a spend threshold.

* We will send a separate written disconnection notice prior to disconnecting a service for credit
management purposes.

15. Fair Credit Management Processes

* We will ensure our credit management processes are fair and reasonable, and will conduct reviews of any
suspensions, restrictions or action taken if asked to do so by you.

* If you are not satisfied of our review, we will advise you on how you can make a complaint.

* We will not impose reconnection charges following suspension or disconnection if it resulted from our
mistake.

* We will not credit management any specified disputed amounts, or amounts that are part of an open
complaint.

* If we use third parties for debt collection, they will comply with these provisions and the provisions of the
TCP Code.
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* Our financial hardship policy is available on our website, for our customers that are experiencing genuine
financial hardship.
*  We will assess financial hardship circumstances in a fair and timely manner.

16. Changing Suppliers

* We will obtain your consent and authorisation before transferring any services to us.
* We will inform you in a clear and concise manner
o That you are entering into a new contract by agreeing to the transfer.
The details of the services being transferred.
Our identity.
Whether there will be any disruption to your services as a result of the transfer.
Any equipment compatibility requirements and terms and conditions.
That you may have to pay a penalty or cancellation fee to your current provider.
Prior to transfer you will be advised of the transfer process, our contact details, and the date of
completion of the transfer on the day it occurs.
* During the transfer we will keep you informed of any changes to the transfer process.

O O O O O O

*  We will notify you by email of the completion of the transfer on the day it occurs or, if the completion of
the transfer relies on a third party, on the day we have been advised that the transfer has completed.

* We will validate and check the accuracy of the transfer when it has occurred.

*  We will keep records of the transfer and all details of the transfer for up to 2 years. Access to these
records is available upon request.

* If we are unable to transfer the service for any reason, we will notify you as soon as possible and advise
you of your options.

17.Sale of our Business

If at any time our business is sold to another party or if part of a corporate re-organisation, we will notify you in
writing prior to any transfer being initiated.

We will advise you of:
* Qurintention to transfer your service to the new supplier.
* Any details that we have that may materially affect your service.
* Anyimpact the change has on your equipment.
* Contact details of the new supplier.
* The proposed date on which the transfer will take place and notification on completion of the transfer.
¢ Details on how you can log a complaint about any aspect of the transfer.
* Any details of termination rights that result from the transfer.

18. Change of Wholesale Supplier

We will notify you of any change to our wholesale supplier prior to the change being initiated:
* Qurintent to transfer your service to the new supplier.
* Any details that we have that may materially affect your service.
* Anyimpacts the change has on your equipment.
* The proposed date on which the transfer will take place.
¢ Details on how you can log a complaint about any aspect of the transfer.

19. Complaint Handling

If we haven't provided the levels of service you expected, or if you have a concern with us, please tell us. We have
a formal complaint management process in place to ensure that your complaint is addressed appropriately.
Please refer to the Complaint Handling section of Our Customer Terms.
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Privacy Policy

This statement is our privacy policy which sets out how we manage your personal information and other
information. Before we go into the detail, we need to define a few terms.

1. Your Information

When we refer to “Your Information”, we are referring to both your personal information, as defined under the
Privacy Act 1988 (Cth) (“Privacy Act”), and customer information, which is protected by Part 13 of the
Telecommunications Act 1997 (Cth) (“Telecommunications Act”).

2. Credit Reporting Policy

This sets out how we manage your ‘credit information” and ‘credit eligibility information’ where this is relevant to
you, and is our credit reporting policy for the purposes of Part IlIA of the Privacy Act.

3. The kinds of information we collect and hold

Depending on the particular circumstances, we may collect and hold a range of different information about you.
This can include your name, date of birth, contact details (including address, email address, telephone number or
mobile telephone number), occupation, driver’s license number, username or password, financial information
(such as credit card or bank account numbers) and information about how you use our products and services.

This is not an exhaustive list. For example, we may sometimes need to collect additional information as part of a
user authentication process, such as when you want to speak to one of our customer service personnel who need
to access your account.

You might also need to provide personal information about other individuals to us (e.g. about your authorised
representatives). If so, we rely on you to inform those individuals that you are providing their personal
information to us and to advise them about this statement.

Calls into and out of our offices are recorded for quality, monitoring and coaching purposes. You may request a
copy of your recording by nominating the date and time of your call to our Customer Service team.

4. How we collect Your Information
We may collect Your Information in a number of ways, including:

* Directly from you (such as where you provide information to us when you visit one of our stores or
websites, complete an application form or agreement for one of our services, or contact us with a query
or request).

* From third parties such as our related entities, business partners, credit reporting bodies (for more details
see our Credit Reporting Policy below), wholesale or other customers, or your representatives.

*  From publicly available sources of information.
* From our records of how you use your products or services.
* When legally authorised or required to do so.

*  From third parties we list in the section of this statement with the heading “When we disclose Your
Information”.

If you choose not to provide certain information about you, we may not be able to provide you with the products
or services you require, or the level of service on which we pride ourselves.

5. How we hold Your Information

We may store Your Information in hard copy or electronic format, in storage facilities that we own and operate
ourselves, or that are owned and operated by our service providers. We take reasonable steps to maintain the
security of Your Information and to protect it from unauthorised disclosures.
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While we take these steps to maintain the security of Your Information, you should be aware of the many
information security risks that exist today and take appropriate care to help safeguard Your Information.

We may also collect personal information about you in accordance with the obligations under the data retention
provisions of the Telecommunications (Interception and Access) Act 1979 (Cth).

6. How we use Your Information
We may use Your Information for a range of different purposes, including:

* To verify your identity, or to conduct appropriate checks for credit-worthiness and for fraud checking.

* To provide products and services to you, to provide you with information about these products and
services, to assist you with the enquiries or purchases, to enhance your experience on our network, or to
provide you with better customer service.

* To administer and manage the products and services we provide to you, to charge and bill you for them
and to collect any amounts you may owe us.

* To monitor network use, quality and performance and to operate, maintain and develop, test and
upgrade our systems and infrastructure.

* Asauthorised or required by the Telecommunications Act and other laws applicable to us.

7. How we use Your Information for Direct Marketing

We may also use Your Information so that we, our related entities, dealers and other business partners can
promote and market products, services and special offers that we think will be of interest to you (which may
include products, services and offers provided by a third party). This marketing may be carried out in a variety of
ways (including by email, SMS/MMS, or social media or by customizing on-line content and displaying advertising
on websites) and may continue after you cease acquiring any products or services from us until you opt-out by
calling us.

8. When we disclose Your Information

We may disclose Your Information to third parties who provide services to us, including organisations and
contractors that assist us with the purposes for which we use Your Information. These services include:

* Customer enquiries.
* Installation, maintenance and repair services.
* Mailing operations, billing and debt-recovery functions.
* Information technology and network services.
* Market research, marketing, telemarketing and door-knocking services.
9. We may also disclose Your Information
We may disclose Your Information:
* To your authorised representatives or advisers, or when you ask us to do so.

* To credit reporting bodies and fraud checking agencies, and to credit providers for credit related purposes
such as credit-worthiness, credit rating, credit provision and financing.

* Qur dealers, our related entities or our business partners.

* To other telecommunication and information service providers or to our wholesale or other customers
from or through whom you may acquire products or services (for example, we may need to disclose Your
Information for billing purposes).

* The manager of the Integrated Public Number Database (“IPND”), and other organisations as required or
authorised by law (please see www.acma.gov.au for more information).
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* Tolaw enforcement and national security agencies, and other government and regulatory authorities as
required or authorised by law.

* To third parties as required by or in accordance with any industry code or industry standard registered
under the Telecommunication Act.

* To government agencies for purposes associated with connecting new services to the National Broadband
Network.

* To third parties who assist us to manage or develop our business or corporate strategies and functions,
including our corporate risk and funding functions.

* For the purposes of facilitating or implementing a transfer/sale of all or part of our assets or business.
10.How to access or correct your personal information or make a privacy complaint

If you wish to access any of your personal information that we hold or would like to correct any errors in that
information, please contact us, so that we can consider and respond to your request. We may apply an
administrative charge for providing access to your personal information in response to a request.

You may also use these contact details to notify us of any privacy complaint you have against us, including if you
think that we have failed to comply with the Australian Privacy Principles (“APP”) or any binding APP code that
has been registered under the Privacy Act. We are committed to acknowledging your complaint in a prompt
manner and will give you an estimated timeframe for when we will respond to your complaint.

While we hope that we will be able to resolve any complaints you may have without needing to involve third
parties, you may also be able to lodge a complaint with a relevant regulator such as the Australian Information
Commissioner (www.oaic.gov.au) or the Telecommunications Industry Ombudsman (www.tio.com.au).

11. About this Statement

This statement is effective as at 1% September 2018. From time to time we may need to change this statement. If
we do so, we will post the updated version on our website, and it will apply to all of Your Information held by us
at the time.
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Complaint Handling Policy

1. Introduction

We are committed to providing our customers with the best products services and experience, every time they
deal with us — and that includes handling complaints. This policy tells you more about our process if you get in
touch with any concerns about our products or services.

It’s our goal to handle every complaint fairly, politely, objectively and efficiently.

2. Who can make a complaint

Anyone who isn’t satisfied with our products or services, or how we have handled your enquiry, can get in touch
to lodge a complaint — including you.

If you’d like to nominate someone else to make or handle a complaint on your behalf, we might call or email you
and ask for your permission to discuss your complaint with them.

We’'ll handle your complaint fairly, politely, objectively and efficiently — and provide help to anyone who needs to
formulate, lodge and progress a complaint with us.

If you need help with making a complaint (e.g. if English is not your native language), you can contact us through
an interpreter service.

If you have any other specific needs, please let us know — so we can best work out how to help.

3. Your legal rights

Nothing in this policy limits or detracts from your rights under the General Standard Terms & Conditions, the
Telecommunications Act 1997 (Cth) (“Telecommunications Act”), the Competition and Consumer Act 2010 (Cth)
or any other laws.

While we believe that our complaint handling procedures in this policy will provide a quick and effective
resolution of your concerns, you don’t have to follow them. You can choose to take independent action to
enforce your rights instead.

4. How we will handle complaints

Our complaint handling policy aims to provide an efficient, fair and accessible mechanism for customer
complaints.

Our Customer Service team will be your single point of contact; whether you wish to register a complaint about
technical difficulties, billing issues, or our authorised dealers and staff.

Our main goal is to resolve most enquiries and complaints during your first call, and our Customer Service
Representatives have the training and authority to deal with most problems and enquiries. That’s not always
possible, though — and if that’s the case, we’ll aim to have the complaint resolved within a timeframe that’s
agreed upon with you.

We will not cancel your services when you make a complaint, to us, or to an external dispute resolution body.
To keep track of how we’re handing complaints, our supervisors will:
* Randomly check records of complaints received by the Customer Service Representatives to ensure that a

satisfactory solution been reached.
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* Call back a cross section of customers to discuss the handling of the complaint by us, with a view to
understanding how we can do better.

* Review all complaints which have not been resolved within our timeframes, and determine what action is
needed to resolve those complaints quickly.

¢ Identify systemic issues and implement ways of improving our processes and the training of staff.

5. How to take your complaint to senior team members

If you are not satisfied with the way in which the Customer Service Representative has handled your complaint,
you can request to be transferred to a supervisor. Where you have raised a matter with a supervisor, he or she
will aim to resolve the complaint as soon as possible and within timeframes agreed with you. The supervisor will
deal with you personally and not pass messages through other staff.

6. Making complaints

If you need to make a complaint or would like to check on the progress of a complaint, please contact us by using

one of the following methods:

Phone: 1800 2HELP YOU (43 579) 8:30am-6:00pm AEST Monday to Friday
Mail: Customer Care P.O. BOX 222 South Melbourne VIC 3205

Email: customerservice@internet-1.com

Online: www.internet-1.com

We will acknowledge your complaint immediately if you complained to us over the phone, and within 2 working
days if you have lodged your complaint through any other channel (for example, by email, online or post) -
including where you left a message with our afterhours messaging service.

If we can’t speak to you directly, we will send you an email acknowledging your complaint and share our contact
details so you can call us back.

When we acknowledge your complaint, we will give you a unique reference number or similar to enable you to
easily follow up on your complaint. We will also give you an indicative timeframe for resolving your complaint.

You can follow up on your complaint by using the contact phone number or email address on your most recent
invoice.

We aim to resolve all complaints within 10 working days of the complaint being received. If we are unable to
meet this time frame we will explain why before that period ends and provide you with a new expected time
frame.

You can request your complaint to be looked at urgently:
¢ if you have applied to qualify as being in financial hardship under our Financial Hardship Policy and the
issue you are complaining about directly contributes to the financial hardship you are experiencing, or
* if your service has been disconnected or is about to be disconnected and due process has not been
followed.

In this case, we will agree with you on how to address the issue and implement all required actions to fix the issue
within 2 working days. If there is a delay, we will explain why, provide you with a new expected timeframe, and if
it is a longer delay also inform you about your options for external dispute resolution such as the
Telecommunications Industry Ombudsman (“TI0”).

We will provide written confirmation of the resolution, or proposed resolution, of your complaint within 5
working days if you ask for it.
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If we are unable to contact you, we will write to you and let you know. We will also provide details of our contact
attempts and ask you to contact us to discuss the complaint within 10 working days. If you don’t contact us within
this time, the