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1. DEFINITIONS AND
INTERPRETATION

1.1 Definitions

In these General T&Cs (Business), the
following definitions apply:

“Activation Date” means the date on which
Etisalat activates or makes available the
Service (all or part thereof) to the
Customer.

“Affiliate” means: (i) any entity or person
wholly owned or controlled, whether directly
or indirectly, by a Party as at the date of the
Agreement; or (ii) any other entity or person
as agreed by the Parties from time to time.

‘Agreement” means the agreement
between Etisalat and the Customer in
respect of the Service recorded in the
documents described in Clause 2.1
(Structure of the Agreement).

“‘Charges” means the fees payable for the
Service under the Agreement and as
further specified for each Service in the
Service Application Form, or in accordance
with the tariffs and charges prevailing at the
time of usage, or as notified to the
Customer by Etisalat (i.e. in a Commercial
Schedule).

‘Commercial Schedule” means the
commercial document containing, amongst
other things, the Charges for the Service
which, when agreed between the parties,
constitutes a part of the Agreement.

“‘Confidential Information” means the
content of the Agreement or any other
information that is not generally known to
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the public and that is (a) used developed or
obtained by Etisalat in connection with its
business, products and services, (b)
copyright works, (c) all technology and
trade secrets, (d) inventions, devices, new
developments, methods and processes,
(e) customers and clients database and
personal information, (f) drawings,
photographs and reports, (g) computer
software including operating systems,
applications and programs, (h) all similar
and related information in whatever form.

‘Content” means any information made
available, displayed or transmitted in
connection with a Service (including,
without  limitation, information made
available by means of an HTML “hyperlink”,
third party posting or similar means)
including all Marks and domain names
contained in such information, as well as the
contents of any bulletin boards or chat
forums, and all upgrades, updates,
modifications and other versions of any of
the foregoing.

“‘Customer” means the commercial or
other entity that has purchased and /or
subscribed to a Service, as set out in the
Service Application Form.

“‘Customer Account” means an account
for the Customer designated and managed
by Etisalat.

“Customer Equipment” means equipment
(including Software embedded in or run on
such equipment), other than Etisalat
Equipment or Etisalat Sold Equipment,
used by the Customer in connection with
the Service.

“‘Customer Site” means the place owned,
leased or otherwise under the control of the
Customer at which Etisalat provides the
Service to the Customer.
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“‘Digital Channels” means:

(i) the official websites of Etisalat, available
at www.etisalat.ae and
onlineservices.etisalat.ae; and

(i) the official mobile app of Etisalat,
available by the name “Etisalat UAE”.

“Effective Date” means the date on which
the Agreement is in full force and effect,
this being the date on which the Customer
submits a signed Service Application Form
or otherwise when Etisalat registers the
Customer’s subscription or purchase of the
Service.

“Etisalat” means Emirates
Telecommunications Group Company
PJSC.

‘Etisalat Equipment” means any
equipment (including Customer

Equipment), Software, systems, cabling,
plant and/or facilities owned, licensed or
leased by Etisalat which is supplied to the
Customer and/or may be placed on the

Customer Site by or on behalf of Etisalat for

provision of the Service.

‘Etisalat Sold Equipment”
equipment sold to the Customer (including
Software licensed to the Customer)
pursuant to a Schedule as set out in the
Service Application Form.

“‘Fixed Term” means the fixed period
during which the Service is provided to the
Customer, being longer than one month,
which is agreed to when the Service is
purchased or subscribed to by the
Customer.

“Force Majeure Event” has the meaning
given to it in Clause 22.1 (Force Majeure).

means
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‘General T&Cs (Business)” means this
document.

‘Internet” means the international
interconnected network of networks using
the TCP/IP protocol to exchange data
communications.

“Intellectual Property Rights” means any
intellectual property rights including without
limitations; trademarks, rights in designs,
patents, copyright, moral rights database
rights, rights in know-how, inventions and
Confidential Information in each case
whether registered or unregistered together
with applications for the grant of any or
forms of protection having equivalent or
similar effect to any of the foregoing which
are owned by a party or used in connection
with this Agreement.

“IP” means Internet Protocol.

“‘Marks” means any trademark, service
mark, logo or indication of origin used by a
Party to identify its business and services.

“‘Minimum Term” means the initial service
period of any Service or component of a
Service, which shall commence on the
Activation Date and shall expire after 30
days from the Activation Date or at the end
of the Fixed Term, as applicable, and as
further  described in Clause 3.3
(Commencement and Duration).

“‘Network” means the telecommunications
system(s) that are owned, operated or
used by Etisalat to provide the Service.

‘Party” means either Etisalat or the
Customer; “Parties” means both Etisalat
and the Customer.
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“Service” means each individual enterprise
product or service to be provided by Etisalat
to the Customer, as described in the
relevant section of the Service Application
Form regardless of whether multiple
Services are applied for in the same
Service Application Form. For example, if
the Customer orders multiple telephone
lines then each telephone line constitutes a
separate Service.

“Service Application Form” means the
Etisalat approved medium through which
the Customer indicates their intention to
purchase or subscribe to the Service, and
includes physical forms and applications
made online, through  SMS/USSD
channels, IVR, Etisalat’s mobile
applications or through voice calls and, if
attached, any applicable Commercial
Schedules.

“Service Specific Terms” means the
specific terms and conditions relating to the
Service.

“Software” has the meaning given to it in
Clause 19.2 (Intellectual Property).

“Term” means the term of the Agreement,
which is effective from the Effective Date,
and shall continue to apply until the
applicable term of the Service has either
expired or been terminated.

“TRA” means the Telecommunications
Regulatory Authority of the UAE.

“UAE” means the United Arab Emirates.

‘“UAE Dirhams” means United Arab
Emirates dirhams being the lawful currency
of the UAE.

“‘User” means anyone who is properly
permitted by the Customer to use or access
the Service purchased or subscribed to by
the Customer.
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1.2

Interpretation

In these General T&Cs (Business) and
unless the context otherwise requires:

(@)

(b)

(©)

(d)

(€)

(f)

(9)

2.

headings and bold type are for
convenience only and do not affect the
interpretation of the General T&Cs
(Business);

references to the Parties and Clauses
are references respectively to the
Parties and Clauses to and of these
General T&Cs (Business);

words importing the singular include
the plural and vice-versa;

where the words ‘include(s),
‘including’ or ‘in particular’ are used,
they are deemed to have the words
‘without limitation’ following them;

in the event of any inconsistency
between the Arabic text and the English
text, the Arabic text shall prevail;

each of the Services set out in the
Service Application Form will have
effect as if set out in these General
T&Cs (Business); and

where a term or acronym appears in
capital letters and is not specifically
defined in this Agreement it shall have
its industry standard meaning as would
be reasonably understood by a
customer or supplier of
telecommunications or information
technology services.

STRUCTURE OF THE AGREEMENT
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2.1 The agreement between Etisalat and

2.2

the Customer in respect of the Service
supplied by Etisalat for use by the
Customer is recorded in the following
documents:
(@ the accepted Service
Application Form(s);

(b) the Charges (which will be
published on the Digital
Channels and / or issued by
Etisalat to the Customer in a
Commercial Schedule);

(c) the Service Specific Terms;

(d) these General T&Cs (Business);

(e) Etisalat's Privacy Policy;

() any other information expressly
incorporated into the agreement;
and

() where applicable, any
supplementary terms that may
be incorporated into the
Agreement from time to time (for
example, specific terms for add-
on services).

The Service shall be subject to the terms
and conditions set out in the documents
listed in Clause 2.1 (Structure of the
Agreement). In the event of any conflict
between provisions of the documents
making up this Agreement, the order of
precedence shall be as set out in Clause
2.1 (Structure of the Agreement) (in order
of decreasing precedence) unless
explicitly stated otherwise. Where the
provisions in a document with a higher
precedence modify or conflict with some
but not all of the provisions in relation to
a particular issue addressed in another
document with a lower precedence, the
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3.1

3.2

3.3

3.4

3.5

remaining related provisions in the
document with lower precedence shall
remain valid and in force to the extent that
it is practicable for them to do so.

COMMENCEMENT & DURATION

The Customer is legally bound by
terms of the Agreement on and from
the Effective Date.

Etisalat reserves the right to reject
any submitted Service Application
Form for any reason, whether
previously accepted by Etisalat or not,
including but not limited to the inability
or impracticality of providing the
Service

The Service will be provided to the
Customer on an indefinite month-to-
month basis, or for a fixed period
(“Fixed Term”), the length of which is
agreed to when the Service is
purchased or subscribed to by the
Customer.

The initial service period for the
Service shall commence on the
Activation Date and shall expire at the
end of the Minimum Term. If the
Customer orders the Service on an
indefinite month to month basis, the
Customer’'s Minimum Term shall be
the initial thirty (30) day period after
the Activation Date. If the Customer
orders a Service with a Fixed Term,
the Minimum Term shall be equivalent
to the initial Fixed Term.

Unless and until the Service is
terminated by either Party or expires
in accordance with the provisions
contained in the Agreement, the Term
for the Service will automatically be
extended for an indefinite period on a
month to month basis, unless another
period is agreed between the Parties,
on the terms and conditions (including
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prices) that apply at the time of such
extension.

3.6 The Agreement shall be applicable for

the Term.
4. NEW SERVICES

The Customer may apply for a new service
by completing the relevant Service
Application Form for that Service. The
Customer may also apply for any new offer
relating to the Service by completing the
necessary formalities intimated by Etisalat.
Etisalat will be entitled to accept or reject
the application for a new Service or new
offer. When an application for a new
Service or offer is accepted by Etisalat, the
new Service or offer will be added to the
Agreement, and the Agreement shall be
deemed varied to include the Service
Specific Terms and/or any or any
supplementary terms pertaining to such
new service or offer.

5. ADD-ON SERVICES

5.1 The Customer may apply for a new
add-on service by completing the
subscription process. When an
application for a new add-on service is
accepted, these General T&Cs
(Business) will apply to such add-on

service unless explicitly excluded.

5.2 It is acknowledged that add-on
services may be purchased or
subscribed to using physical forms,
applications made online, through
SMS/USSD channels, IVR, using the
eLife TV services, using any of the
Etisalat applications or through voice
calls.
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6.1

6.2

USE OF SERVICES: CUSTOMER
OBLIGATIONS AND RESTRICTIONS

The Customer shall use the Service
for its own professional purposes,
without adversely affecting third
parties and provided that:

the Customer uses the Service
in accordance with the terms and
conditions of the Agreement,
duly fulfilling its obligations;

(@)

(b) the Customer operates in
compliance with the provisions
of the applicable laws (including
the laws of the UAE), telecoms
legislation or regulations, and in
accordance with public order
and good morals;

(c) the Customer complies with any
licences to which the Service

may be subject; and

the Customer remains
responsible for any access and
use of the Service by its Users,
all  Charges incurred and
compliance with all terms and
conditions by it and its Users
under this Agreement.

(d)

(e) the Customer undertakes to keep
up-to-date  information  and
records of all Users, at any point
in time, who access or use

Services that use a SIM card.

Subject to any other requirements laid
down by law or other provisions of this
Agreement, the Customer undertakes
not to use or allow the Service to be
used by third parties to:

(@) knowingly receive, upload,
download, transmit, disclose,
distribute, send or otherwise
circulate  information, data,

11
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(b)

(©)

(d)

(€)

(f)

(9)

material and/or Content which is
contrary to public morality,
obscene, defamatory, illegal or
is otherwise offensive,
disturbing, fraudulent, or
malicious, or which violates any
laws or regulations, or is in
breach of any intellectual
property rights, confidence,
privacy or any other rights, or
which comprises of a virus or
other item liable to cause loss or
damage;

violate or infringe any third-party
intellectual and/or industrial
property rights, including without
limitation, not to post any
copyright material to any public
forum or mailing list without the
explicit permission of the
copyright holder;

send messages causing any
threat, harassment, annoyance,
inconvenience or anxiety to any
person;

send unsolicited electronic
communications (including but
not limited to spamming or bulk
commercial e-mails) to anyone;

gain or attempt to gain access to
any computer system connected
to the Internet or to any private
information or resources without
the written approval of the
owners or holders of the rights to
such systems, information or
resources;

impersonate another user or
falsify another person’s
information;

resell, trade in, or remarket the
Service, receive any charge or
benefit from the use of the
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6.3

6.4

6.5

Service, or share the Service
without the prior approval of
Etisalat;
(h) attempt to receive any Service or
permit others to attempt to
receive any Service without
paying the applicable Charges
or for fraudulent use;
() bypass, or attempt to bypass the
Network, reverse engineer the
Service, or to interconnect
without authorisation to any
telecom or other network;
() move, modify, relocate, or in any
way interfere with the Network;
and / or

criminal

(k)

undertake any
unlawful purpose.

or

All Voice Over Internet Protocol
services provided by unlicensed
providers where a licence is required
are prohibited. This includes but is not
limited to services, software or
hardware that use the Internet as a
means of communications.

The Customer will indemnify and keep
harmless Etisalat, its officers,
Affiliates, employees, agents and
subcontractors against any liabilities
or costs arising from any and all
claims by any third party — including
Users — in connection with the use of
the Service in breach of this
Agreement.

Etisalat may at its discretion, and
without notice, deny access to,
remove or modify any information,
data, material and/or Content that
may be defamatory, offensive, illegal,
may have infringed any third party’s
intellectual property rights, be in
breach of this Clause (Use of

13
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6.6

6.7

7.1

Services), or is otherwise deemed
unsuitable by Etisalat. If Etisalat
stores Content for the Customer,
Etisalat reserves the right to remove
such Content for legal or regulatory
reasons.

Fair Usage. The Service is offered for
the Customer’'s reasonable use.
Excessive use of the Service beyond
that which, in Etisalat's reasonable
discretion, is normal and reasonable
and which, has the potential to
negatively impact the quality of
service available to other Customers
may result in Etisalat taking measures
including throttling the Service which
may impact the desired or expected
speed, or suspending or terminating
the Service in accordance with Clause
15 (Suspension or Termination by
Etisalat).

Etisalat is not responsible for material
or information contained in any third-
party Content that is accessible
through the Service. The Customer is
solely responsible for all Content that
it transmits (whether by electronic
communications, voice or other
means) and for determining the
suitability of all accessed Content.

ACCESS TO CUSTOMER SITE,
HEALTH AND SAFETY

The Customer shall grant or shall
procure the grant to Etisalat at its own
expense of rights of access to each
Customer Site, including obtaining
any licenses, waivers and consents
where Etisalat requires access to a
Customer Site or requires to make
alterations in respect of a Service.
Access includes the ability to review
information and right to construct, and
install access lines (including cabling
or ducting), Etisalat Equipment,

14
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7.2

7.3

7.4

Etisalat Sold Equipment, and Network
facilities or to inspect, test, maintain,
protect, investigate, modify, improve,
repair, replace or remove the same.
Etisalat shall not be responsible for
any delay in supplying the Service if
the Customer delays in obtaining such
consents or authorizations.

The Customer shall provide all
necessary plans of the Customer Site
and/or clearance prior to Etisalat
commencing any installation and
maintenance in respect of the
Service.

The Customer shall ensure that all
Customer Sites at which Etisalat
installs, maintains and provides the
Service are suitable and safe working
environments and free from any
unreasonable risk to health and
safety. The Customer shall advise
Etisalat in writing of all health and
safety rules and regulations and any
other reasonable security
requirements applicable at the
Customer Site.

Provision of internal cabling or ducting
within a Customer Site from the
Etisalat termination point to the
Customer’s telecommunications room
will be provided at the Customer’s
choice upon one of the options below:

(@) the Customer will arrange the
onward connectivity from the
Etisalat termination point to its
telecom room within the
Customer Site at its own cost; or

(b) Etisalat will arrange the

connectivity to the Customer’s

telecom room and will bill the

Customer the associated

Charge. In addition, the

Customer is responsible for
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8.1

8.2

8.3

8.4

8.5

arranging any civil works and
cable trunks.

ETISALAT EQUIPMENT

Where Etisalat provides Etisalat
Equipment to the Customer or installs
Etisalat Equipment at the Customer
Site, the Etisalat Equipment will
remain Etisalat’s property at all times
and Etisalat may need to alter or
replace it from time to time.

Unless provided otherwise, Etisalat
Equipment made available to the
Customer as part of a Service must be
returned to Etisalat when the Service
ends. If the Customer fails to return
the Etisalat Equipment in accordance
with this Clause (Etisalat Equipment),
Etisalat may charge the Customer for
non-return of the Etisalat Equipment.

The Customer must look after any
Etisalat Equipment provided to the
Customer and comply with any
instructions provided by Etisalat or its
representative from time to time.
Customer will bear the risk of loss or
damage (other than ordinary wear
and tear) to the Etisalat Equipment,
and is advised to fully insure the
Etisalat Equipment for risk of loss,
theft, destruction, and damage.

The Customer will not allow any
charges, mortgages or any other
encumbrances to be created over the
Etisalat Equipment.

Responsibility for the reporting of
faulty, damaged or lost Etisalat
Equipment rests with the Customer.
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8.6 The Customer shall not attempt to
relocate, repair, modify, or in any way
interfere with the Etisalat Equipment
(or any words or labels on the Etisalat
Equipment), nor permit a third party to

do so.

8.7 If replacement of the

as a result of:

(@) misuse or

Customer, or its User(s);

(b) fault in, or any other problem
associated with, the Customer
Equipment or any system that

Etisalat does not cover; or

(c) if the Customer fails to comply
with the terms of this Agreement,

then Etisalat will charge the
Customer at its current hourly
rates for maintenance services
replacement

and/or any
Etisalat Equipment.

8.8 If Etisalat Equipment needs repair or
replacing through no fault of the
Customer, Etisalat will not charge for

Etisalat

and/or third party contractors shall

decide at their sole discretion whether
to repair or to replace any faulty

its repair or replacement.

Etisalat Equipment.

8.9 Where applicable, the Customer is
responsible for making available a
constant electric power supply to the

Etisalat Equipment.

9. ETISALAT SOLD EQUIPMENT

Etisalat
Equipment or maintenance is required

neglect of,
accidental or wilful damage to
the Etisalat Equipment by the
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Etisalat Sold Equipment is subject to the
terms and conditions of any manufacturer’s
warranty or extended warranty plan that the
Customer may have obtained on the
purchase of the Etisalat Sold Equipment. If
applicable, Etisalat’s repair or replacement
obligations shall apply during the warranty
period, as set out in the applicable Service
Specific Terms. Etisalat may or may not
provide technical support for such devices
at its sole discretion after the warranty
period has expired.

10. CONNECTION OF CUSTOMER

EQUIPMENT TO THE SERVICE
10.1 The Customer must ensure that any
Customer Equipment, facilities and/or
software connected to or used with
the Service is connected and used in
accordance with any applicable safety
and security procedures and
instructions,  including  Etisalat’s
reasonable instructions.

10.2 The Customer must ensure that any
Customer Equipment, facilities and/or
software  attached (directly or
indirectly) to a Service by the
Customer is technically compatible
with the Service and approved for that
purpose under any applicable law or

regulation (including, without
limitation, being type-approved if
applicable). Such  Customer

Equipment, facilities and/or software
shall be supplied, installed and
maintained in accordance with best
industry practices, and the Customer
shall be responsible for any disruption
and/or damage caused by any
Customer Equipment, facilities and/or
software to Etisalat or other Etisalat
customers as a result of the same.
11. PLANNED &
OUTAGE

UNPLANNED
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111

11.2

11.3

114

Planned Outages. Etisalat may, from
time to time, upon reasonable notice
where practicable, suspend the
Service during any modification or
maintenance of the Network and,
unless specifically agreed with the
Customer, shall have no liability in

relation to such suspension or
disruption.
Unplanned Outages. Etisalat may,

from time to time and without notice or
liability to the Customer, suspend the
Service during any technical failure of

the Network because of an
emergency or upon instruction by
emergency  services or any

government or appropriate authority
or for the Customer’s or Users’ own
security.

Etisalat shall use reasonable
endeavours to restore the Service
suspended due to planned or
unplanned outage) as soon as
reasonably practicable.

The Customer shall remain liable for
all Charges levied in accordance with
this Agreement during any period of
suspension arising from a planned or
unplanned outage.

12. CHARGES, BILLING & PAYMENT

Charges

12.1

The Customer agrees to pay the
Charges for the Service that apply on
and from the Effective Date or the
Activation Date (whichever occurs
first), whether or not such Service is
used by the Customer, and whether it
is used with or without the Customer’s
knowledge or permission. The
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Charges are as specified in the
Commercial Schedule, or where
payment is not expressly stated
therein, in accordance with the
Etisalat price list prevailing at the time
of usage, or as notified to the
Customer by Etisalat. If the Customer
has a query regarding the price of any
particular Service it can contact
Etisalat using any of the
communications channels referred to
in Clause 34.

12.2 Accrual of Charges. Unless otherwise

stated in the Agreement, Etisalat will
bill the Charges as follows:

(@) rental Charges shall accrue from
the Activation Date and are
billed in advance;

(b) usage-based Charges shall
accrue from the Activation Date

and are billed in arrears; and

(c) one-time Charges (such as,
connection  Charges, early
termination Charges,
downgrade Charges, late
payment Charges etc.) shall be
billed in accordance with the
terms of the Service Application
Form, Service Specific Terms or
as advised to the Customer prior

to a change being implemented.

In the
event that a Service that is subject to
a Fixed Term is terminated prior to the
expiry of the Minimum Term by the
Customer (or by Etisalat due to the
Customer’s breach of the
Agreement), Etisalat shall be entitled
to charge the applicable early
termination Charges, which may
include but are not limited to the
following:
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(@ the value of any benefits
provided to the Customer during
the Minimum Term such as, but
not limited to discounts or
bundled offers at reduced
Charges, the cost of installation,

the cost of any device etc.;

the difference between the
yearly and monthly rental
Charge for each month of
Service rendered during the
Minimum Term; and

(b)

(©)

an additional Charge of one
month’s rental,

and unless otherwise stated, Etisalat
will not refund any Charges paid in
advance for the Minimum Term.

12.4 If the Customer terminates a Service

prior to the Activation Date, the
Customer shall pay Etisalat the costs
of any work that was started in respect
of provision of the Service. Etisalat
may alternatively deduct these costs
from any advance payment or deposit
which the Customer may have paid
towards the provision of the Service or
from any other entitlement which
Etisalat must pay back to the
Customer.

Billing
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12.5

12.6

12.7

12.8

Etisalat will send the Customer’s bills
monthly, unless otherwise stated in
the Service Specific Terms for each
Service. Etisalat will bill the Customer
either in Arabic or in English
according to the language chosen by
the Customer. The amounts shall be
billed in UAE Dirhams. The bills will be
sent to the billing address in hard copy
or via email in soft copy (e-bills)
according to the choice of the
Customer. If the Customer does not
receive its bill, the Customer should
immediately contact Etisalat using
one of the communications channels
referred to in Clause 34.

Unless stated otherwise in the Service
Specific Terms, all rental Charges,
additional benefits in a Customer’s
Service package (such as, free
minutes etc.), and other applicable
Charges shall be computed on a pro-
rata basis from the Effective Date or
the Activation Date (as applicable)
until the date of the first bill.
Thereafter, commencing from the first
biling cycle, the full rental and
benefits will apply and shall be
charged in full.

For all postpaid Customer Accounts,
usage Charges for the Service will
appear in the next bill; however,
sometimes there may be a time delay
before certain Charges appear
especially in the event of usage while
roaming outside the UAE, when the
charging will be dependent on the
charges claimed by the roamed
network. The Customer will be
charged for incoming and outgoing
voice, data and SMS usage whilst
roaming. All roaming Charges will be
converted and payable in UAE
Dirhams.

Any disputes which the Customer
may have regarding a bill must be
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brought to the notice of Etisalat using
one of the communications channels
referred to in Clause 34 within (45)
days from the date of issuance of the
bill by Etisalat, otherwise, the
Customer is deemed to have
accepted the bill.

Payment

12.9 Any Charge must be paid to Etisalat

within (14) days of the date of the bill
or by the second day of the month
following the date on which the bill
was rendered, whichever is later.

12.10 Payment can be made by the

Customer through the various
payment channels available to the
Customer and listed on the Digital
Channels, or according to the
instructions given by Etisalat in the
Service Application Form, or in the
Customer’s bill. If the Customer pays
the bill by bank transfer then the bank
charges or fees that are levied by the
bank shall be borne by the Customer.

12.11 The Customer will ensure that its

biling address and
information  provided to
remains current at all times.

payment
Etisalat

12.12 If the Customer uses more than one

Service, and unless the Customer
instructs Etisalat otherwise at the time
payment is made, any payment the
Customer makes may be applied by
Etisalat towards any outstanding
amount for any of the Services.
Etisalat shall be entitled to set-off any
amounts Etisalat owes the Customer
against any outstanding payments
due from the Customer to Etisalat.

12.13 If the Customer does not pay all of

the Charges when due, Etisalat may:
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13.

13.1

13.2

(@) suspend the usage of the
Service either in whole or in
relation to any specific part of the
Service;

(b) charge a late payment
Service restoration Charge;

or

(c) take any other debt recovery
action as Etisalat deems
appropriate; and/or

(d) terminate all or part of the
Service and/or the Agreement in
accordance with Clause 16
(Suspension or Termination by

Etisalat).

CUSTOMER CREDIT, ADVANCE
PAYMENTS & DEPOSITS

For certain Services which are
postpaid, Etisalat may limit the usage
by providing a credit limit to the
Customer; or may require the
Customer to pay an advance payment
or deposit on the Customer Account
without limiting the period during
which the advance payment or
deposit is retained by Etisalat (but in
no case may it exceed the period of
the relevant term for those Services or
until either any monies outstanding
under the Customer Account are fully
settled or the Customer has returned
the Etisalat Equipment related to the
Customer Account).

The Customer shall be entitled to use
the Service up to the applicable credit
limit. Etisalat may suspend the use of
the Service in case the Customer
exceeds the credit limit. The Service
will be restored in the event of
suspension where the Customer
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13.3

13.4

promptly makes payment to set-off
the credit limit.

In case the Customer is required to
maintain an advance payment or
deposit with Etisalat for the Service,
Etisalat may drawdown the advance
payment or deposit to set off any
outstanding amounts if any of the
Customer Accounts remain unpaid or
in case the credit limit remains over
utilised or in the event the Customer
has not returned the Etisalat
Equipment after the Service s
terminated.

In exceptional circumstances, Etisalat
may require the Customer to pay the
Charges on an interim basis, despite
the Customer’s current billing cycle,
and the Customer shall pay on or
before the stipulated due date to avoid
suspension or termination of the
Service.

14. VAT

14.1

14.2

14.3

For the purpose of this Agreement
VAT means a tax imposed on the
import and supply of Goods and
Services at each stage of production
and distribution, including the
Deemed Supply, in accordance with
the provisions of Federal Decree-Law
No. (8) of 2017 on Value Added Tax,
which shall regulate any
related Documents such as tax
invoice, debit/credit notes, etc.

Unless stated to the contrary and
otherwise provided in this Agreement,
any Charges are exclusive of VAT or
any similar tax.

Any VAT amounts due to Etisalat
under this Agreement shall be
payable no later than 14 days from the
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15.

15.1

15.2

15.3

154

earliest of the date of the VAT invoice
or of the supply of goods or services

CUSTOMER
PRIVACY

INFORMATION &

The Customer undertakes to provide
to Etisalat all such information and
assistance as Etisalat may
reasonably require in order to supply
the Service to the Customer, perform
its obligations under the Agreement
and comply with the applicable legal
and regulatory requirements.

The Customer shall inform Etisalat
immediately of any change to its
contact or other Customer Account
details enabling Etisalat to have up to
date information at all times.
Following a request from the
Customer and following appropriate
verification, Etisalat will update the
personal information in its records of
the Customer.

The Customer confirms that all
information submitted to Etisalat at
the time of applying for the Service
and when utilising the Service is
correct and accurate. If at any time
Etisalat has reasonable grounds to
suspect that the information provided
by the Customer is incorrect or
incomplete, Etisalat may suspend or
terminate the Service with immediate
effect. In  such circumstances,
Etisalat will use reasonable efforts to
notify the Customer prior to any such
suspension or termination.

The Customer acknowledges that any
user name or password used to verify
identity for access to the Service is
personal to the Customer and should
not be made available to any other
person. The Customer should stop
using its username and password and
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15.5

15.6

15.7

15.8

notify Etisalat immediately if it
suspects that someone else may be
using them. Etisalat will not be
responsible for any loss the Customer
or any User(s) suffer as a result of
failure to maintain password security.

Etisalat will take reasonable and
appropriate measures to prevent the
unauthorized use or disclosure of any
personal information provided by the
Customer to Etisalat.

Subject to Clauses 14.7 and 14.8
(Customer Information and Privacy),
Etisalat will not share personal
information of the Customer with any
third party not involved in the
provision of the Service without the
consent of the Customer. However
the Customer gives Etisalat the right
to disclose the personal information of
the Customer to third parties for the
purpose of credit checking, security,
fraud prevention or identity verification
purposes.

The Customer acknowledges that
Etisalat may be required to disclose
its personal information or legally
intercept the Service to comply with
the laws of the UAE or the express
instructions of a competent authority,
in the interests of public or national
security. Etisalat may monitor the
Customer’'s use of the Service and
record any calls made to Etisalat
Customer Contact Centre for training,
financial control, quality control and
regulatory purposes.

Etisalat’s Privacy Policy applies to the
Service. Where there is any
discrepancy between the terms of
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16.

16.1

16.2

these General T&Cs (Business) and
the terms of the Privacy Policy, these
General T&Cs (Business) shall
prevail. A copy of the Privacy Policy
is available on the Digital Channels.

CONFIDENTIALITY

Etisalat and the Customer shall keep
in confidence any information
obtained under this Agreement which
is designated as confidential by the
other Party or ought to have been
reasonably understood by the
recipient due to the circumstances of
disclosure, or the nature of the
information itself to be proprietary or
confidential to the owner or an Affiliate
of the owner or to a third party.
Neither Party shall divulge such
Confidential Information to any person
(other than its own employees and/or
agents who need to know the
information or data) without the
consent of the other Party, unless the
information:

(@) isinthe public domain other than
in breach of this confidentiality
requirement;

(b) is in the possession of the
receiving Party before such
divulgence has taken place;

has been obtained from a third
party who is free to divulge the
same;

(©)

has to be disclosed as a result of
a court order or as prescribed by
any government body with
jurisdiction over a Party.

(d)

Except as required by UAE law and
subject to Clause 15.3, the receiving
Party must keep such Confidential
Information in the strictest confidence
and use it only in connection with the
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Agreement, and must keep such
information in confidence for a period
of one year following the expiration of
the Agreement.

16.3 Any pricing information provided to

17.

the Customer by Etisalat at any time
during the Term shall be kept
confidential by the Customer for two
years following the expiration of the
Agreement.

TELEPHONE NUMBERS, DOMAIN
NAMES, ADDRESSES, SHORT
CODES AND SIM CARDS

17.1 Any telephone numbers, short codes

17.2 Any

or domain names assigned to the
Customer by Etisalat in connection
with the Service are not the property
of the Customer and may be changed,
withdrawn or reassigned at any time
in the sole discretion of Etisalat.

Internet  Protocol address
(Dynamic IP or Static IP), emalil
address or hostname assigned to the
Customer by Etisalat may be
changed, withdrawn or reassigned at
any time in the sole discretion of
Etisalat. The Customer has no
property or other rights in any such IP
addresses, emails or host names. Any
such addresses must be used solely
in connection with the Service for
which they are assigned. If that
Service is discontinued, Customer’s
right to use such addresses ceases
immediately and the addresses revert
to Etisalat. The Customer further
warrants that any domain name
registered or administered on its
behalf by Etisalat shall not contravene
the trademark or other Intellectual
Property Rights of any third party and
that the Customer shall comply with
the rules of the applicable domain
name authority.
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17.3

17.4

18.

18.1

Where the Customer has given their
express consent, Etisalat will put the
Customer’s name and number into a
telephone directory and make it
available from Etisalat's Directory
Enquiries service. The Customer has
the right to withdraw their consent at
any time. Where the Customer’s
consent is withdrawn, the removal of
the Customer’s information from the
Directory Enquiries services will be
effected upon the next regular cycle of
updates and not based on the date
the request is placed.

SIM cards shall remain the property of
Etisalat and Customer shall be
entitted to use the SIM cards
(including any Software they contain)
in connection with use of the Service
only. Customer must inform Etisalat
as soon as reasonably practicable
after the Customer becomes aware
that a SIM card is being used without
Customer’s authorisation, is lost,
stolen or damaged. Customer shall
be liable for any loss or damage
suffered by Customer or its end user
as a result of unauthorised use of a
SIM card (including due to loss or
theft) up to the time the Customer has
notified Etisalat by attending an
Etisalat Point of Sale that such SIM

card is being used without
authorisation and has provided the
necessary Customer identity

verification details.

SUSPENSION, DISCONNECTION
OR TERMINATION BY ETISALAT

Subject to applicable laws and
regulations Etisalat may suspend,
disconnect or terminate immediately
the use of all or part of the Service
and/or the Agreement, with or without
notice and without exposing itself to
any liability, at any time, in the event
that:
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(@)

(b)

(©)

(d)

(e)

Etisalat has reasonable
grounds to consider that: (i) the
Customer has breached any
provisions of the Agreement; or
(ii) unusual usage or suspected
fraudulent activity has occurred
on the Customer Account;

Etisalat is required to do so
under any applicable laws or
regulations, or under any other
regulatory requirements, or
upon request by Government or
regulatory or security or other
competent authorities, or is
required by necessity of an
emergency situation;

the Customer takes steps to
enter, or enters into, any form of

administration, insolvency,
liquidation and/or an
arrangement with the
Customer’s creditors (or

equivalent legal procedure in
any other relevant jurisdiction);

the operations, security or
efficiency of a Service is
impaired by the Customer’s use
of the Service or Customer
Equipment connected to the
Service; and /or

in the event the circumstances
set out in Clauses 11.1 or 11.2
(Planned and Unplanned
Outage) are applicable, Etisalat
may suspend the Service.

18.2 Where the Customer fails to pay the
Charges that fall due, Etisalat will
make reasonable efforts to notify the

Customer

prior to suspending or

terminating the Service.

18.3 In the event of suspension of the
Service due to the foregoing reasons,
all Charges shall remain applicable
during the period of suspension,
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18.4

18.5

19.

19.1

19.2

20.

20.1

Etisalat shall further have the right to
recover any reasonable costs and
expenses incurred in the
implementation of such suspension or
disconnection, and Etisalat may
charge a fee to reactivate the Service.

Following suspension, Etisalat shall
reactivate a Service only when
Etisalat is satisfied that the reason for
suspension no longer exists.

Etisalat may also terminate all or part
of the Service and/or the Agreement
upon providing the Customer 30 days’
notice in writing. In such an event, the
Customer shall not be liable for any
early termination Charges that may
otherwise apply.

TERMINATION BY THE
CUSTOMER

Subject to the notice period set out in
the Service Application Form, or any
relevant terms, and early settlement
provisions for a particular Service, the
Customer is entitled to terminate the
Service at any time by giving a
minimum of 30 day’s prior written
notice to Etisalat.

Upon the Customer providing notice
of termination for the Service, all
Charges including any unbilled
amounts shall become immediately
payable. The Customer shall be billed
for all Charges up to and including the
last day of the notice period (i.e. the
date on which the Service is
terminated).

INTELLECTUAL PROPERTY

Ownership of and all Intellectual
Property Rights in any Etisalat
Equipment,  software, operating
manuals, associated documentation,
or any other intellectual property,
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20.2

20.3

including without limitation patents,
designs, copyrights, Marks, trade
secrets, know how, methodologies,
and processes made available as part
of any Service or otherwise generated
by or for Etisalat in connection with
this Agreement, shall remain the
property of Etisalat or its licensors.

Etisalat will grant the Customer a
personal, non-transferable and non-
exclusive licence to use and to permit
its Users to use, in object code form,
all software and associated written
and electronic documentation and
data furnished by Etisalat pursuant to
this Agreement (the “Software”),
solely as necessary for receipt of the
Service and solely in accordance with
this Agreement and the applicable
written and electronic documentation.
The term of any licence granted by
Etisalat pursuant to this Sub-Clause
(Intellectual Property) is co-terminus
with the term for the Service with
which the Software is associated

The Customer must not, without
Etisalat’s prior written consent, copy
or download the Software and must
promptly return all tangible material
relating to the Software to Etisalat
following termination of a Service or
this Agreement whichever takes place
earliest unless required under
applicable law and/or regulation and
unless the material is required for the
provision of a Service which is still
being provided to the Customer at the
time of notification of termination of
the Agreement. The Customer must
not take any steps to modify the
Software, or reverse assemble,
reverse compile (except as permitted
by applicable law) or otherwise derive
a source code version of the
Software. The Software is and will
remain the sole and exclusive
property of Etisalat or its supplier.
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20.4 Neither Party acquires any rights to

20.5

21.

21.1

21.2

22.

22.1

the other Party’s patents, copyrights
or other intellectual property under the
Agreement except the limited rights
necessary to perform its obligations
under the Agreement.

Neither Party may use any Marks of
the other Party without prior written
consent.

DISCLAIMER

Except as expressly set out in this
Agreement, Etisalat makes no
warranties, representations,
guarantees or conditions of any
nature  whatsoever, express or
implied, including any warranty,
representation, guarantee or
condition of fitness for a particular
purpose, merchantability, title or non-
infringement, with respect to any of
the Etisalat Equipment, Etisalat Sold
Equipment or the Service, and all
warranties, representations,
guarantees and conditions,
expressed and implied, are, to the
extent permitted by applicable law,
hereby excluded.

The Customer acknowledges that
speed and consistency are a function
of the wider network architecture of
the Internet itself. The Service is not
guaranteed to be fault-free or un-
interrupted. Etisalat is not responsible
for any degradation of the Network
and Etisalat shall bear no
responsibility or liability in respect of
any third party actions affecting the
Network.

LIABILITY & INDEMNITY

Subject to the rest of the provisions in
this Clause (Liability & Indemnity), the
liability of Etisalat (including its
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22.2

22.3

employees, agents or sub-
contractors) to the Customer arising in
connection with the Agreement under
any legal construct shall be limited to:
(a) per event or series of connected
events, the amount of the Charges
paid by the Customer and received by
Etisalat in respect of the particular
Service that is the subject matter of a
claim in the three month period
immediately preceding the event in
which any such liability accrued, or
where the particular Service at the
time of the event of loss has been
provided for a period of less than three
months, three times the monthly
rental Charge; and (b) a maximum
aggregate liability in any 12 month
period of 15% of the total amount of
the Charges paid by the Customer
and received by Etisalat during such
12 month period.

To the extent permitted under the
United Arab Emirates laws, the
Customer is liable for the breach of
contract, negligence, or any other
liability arising under or in relation to
the Agreement. Further, Etisalat will
not be liable for cost of repairing or
replacing any equipment rented to the
Customer which is returned to Etisalat
in a worse condition than when it was
provided to the Customer, allowing for
reasonable wear and tear.

Etisalat shall not be liable to the
Customer, or any User(s), for any loss
of business, loss of business
opportunity, loss of revenue, loss of
profits, loss of anticipated savings,
loss of goodwill, business interruption,
wasted expenditure or for loss of any
other economic advantage however it
may arise, or for data loss or data
corruption, or for any indirect,
punitive, special, incidental or
consequential loss suffered by the
Customer or any User(s).
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22.4

22.5

22.6

Etisalat shall not be liable to the
Customer or any User(s):

(@) for temporary non-availability of
Etisalat’'s Network;

(b) for loss, late receipt or non-
readability of any message or
communication;

(c) for any defects, malfunctions or
delays connected in any way
with the provision or use of
Content;

(d) for any order from third parties
made by a Customer or User,
using the Service;

(e) for failure to provide a Service
due to unforeseen reasons or
reasons beyond the control of
Etisalat; or

for unauthorized access to or
theft, alteration, loss or
destruction of the Customer’s or
any User(s) applications,
Content, data, network or
systems.

(f)

Notwithstanding the foregoing, the
Customer shall be fully responsible
and liable for any claims, lawsuits and
complaints concerning the violation
and/or infringement of any patent or
Intellectual Property Rights in relation
to the Service (“Claims”). The
Customer shall irrevocably indemnify
Etisalat for all damages, costs and
expenses (including attorney fees)
incurred as a result of such Claims.

This Clause (Liability & Indemnity)
shall survive  the premature
cancellation,  termination  and/or
expiration of the Service.
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23.

23.1

23.2

FORCE MAJEURE

Neither Party shall be liable for failure
to perform its obligations caused by or
resulting from force majeure which
shall include, but not be limited to
events which are unpredictable,
unforeseeable, irresistible and
beyond the Parties’ reasonable
control, such as any extremely severe
weather, flood, landslide, earthquake,
storm, lightning, fire, explosion, riots,
war or military operations, acts of
God, acts of Government or state, civil
disturbance, industrial  disputes,
malicious damage, accident, national
or local emergency, fibre cuts, the
failure of any contractor to perform its
responsibilites  which  adversely
affects the provision of the Service
and acts of omissions of persons or
bodies beyond the reasonable control
of the affected Party (“Force Majeure
Events”).

For the avoidance of doubt, a Force
Majeure Event shall be applicable in
the event of:

(@) a refusal or delay by a third
person to supply a
telecommunications service to
Etisalat and where there is no
alternative service available at
reasonable cost; or

(b) Etisalat being prevented by
restricions of a legal or
regulatory nature from supplying
a Service.\

In such cases Etisalat will have no
liability to the Customer for failure to
supply the Service.
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23.3

23.4

24.

24.1

24.2

24.3

24.4

24.5

24.6

The Customer shall continue to make
payments during any period of force
majeure affecting the Service.

If the Force Majeure Event continues
for more than 60 (sixty) days, either
Party may terminate the individual
Service affected by the Force Majeure
Event without liability to the other
Party.

CHANGES BY ETISALAT

Etisalat may make changes to the
Service (including withdrawal of the
Service), or to any component part of
the Agreement at any time during the
Term.

Changes or modifications to the
Service shall be applied in such a way
as to limit possible disruptions.

Any changes to any part of the
Agreement, excluding price changes,
shall be published on the Digital
Channels and will be binding on the
Parties from the date on which the
change is issued.

Etisalat is not liable if a change in a
Service or in the Network causes
Customer Equipment to become
obsolete, require alteration, or
perform at lower levels.

Etisalat will give the Customer 28
days’ notice of increases to the
Charges. During this 28 day notice
period the Customer has an
opportunity to cancel the Service,
without penalty, before any applicable
price increase takes effect.

If the Customer continues to use the
Service after any change is effective,
the Customer will be deemed to have
accepted the change.
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24.7

25.

25.1

25.2

26.

An up to date copy of these General
T&Cs (Business) is available in the
Etisalat Points of Sale, online via the
Digital Channels and by request
through the Etisalat Contact Centre.

ASSIGNMENT AND TRANSFERS

The Customer agrees that Etisalat
may assign or transfer this Agreement
or any of its rights or obligations under
this Agreement to an Affiliate or to any
successor company (whether by
merger, consolidation or otherwise),
or to any other person or entity at any
time. Etisalat shall notify the
Customer of any such assignment or
transfer.

The Customer Account is provided
exclusively for use by the Customer.
The Customer is not allowed to
transfer the use of the Service to any
third party. However in the event a
necessity arises to transfer the
Customer Account to any Affiliate
such transfer shall be requested in
writing (together with such supporting
documents that Etisalat may
reasonably require such as, a valid

trade licence, other corporate
documentation and/or supporting
financial information on the new

entity). The transfer of the Customer
Account shall be done at the absolute
discretion of Etisalat. In the event of
Etisalat allowing the transfer of the
Customer to a new person or entity
the Customer shall settle all the
amounts outstanding and may be
required to provide an additional
deposit before any such transfer.

USE OF SUBCONTRACTORS OR
AFFILIATES

Without releasing it from any of its
obligations, Etisalat may at any time,
and without notice, utilize the services
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of one or more of its Affiliates or
subcontractors (as well as
interconnecting carriers) in
connection with the performance of its
obligations under the Agreement.
27. NO PARTNERSHIP OR JOINT
VENTURE

Nothing in the Agreement is intended to, or
establish any
partnership or joint venture between any of
the Parties, constitute any Party the agent

shall be deemed to,

of another party, nor authorize any Party to
make or enter into any commitments for or
on behalf of any other Party.

28. ANNOUNCEMENTS

No Party shall make, or permit any person
to make,
concerning this Agreement without the

prior written consent of the other Party
(such consent not to be unreasonably
withheld or delayed), except as required by

UAE law, any UAE governmental or
regulatory authority (including, without
limitation, the Abu Dhabi Securities

Exchange (ADX) or the UAE Securities and
Commodities Authority (SCA)).

29. THIRD PARTIES

No one other
Agreement, (except  for
successors and permitted assignees), shall

have any right to enforce any of the terms

of this Agreement.

any public announcement

than a Party to this
Etisalat’s
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30. EXPORT CONTROL

The Customer acknowledges that if a
Service includes equipment, Software,
services, technical information, training
materials or other technical data which, as
a result of its provenance or for other
reasons, is subject to export or re-export
laws and regulations of the UAE and other
countries, provision of the Service may be
conditional upon the prior obtaining and
issuing of the approvals, authorizations
and consents required by the above
mentioned laws and regulations and/or
upon the obtaining of said laws and
regulations.

31. WAIVER

Failure to exercise, or any delay in
exercising, any right or remedy provided
under the Agreement or by law shall not
constitute a waiver of that (or any other)
right or remedy, nor shall it preclude or
restrict any further exercise of that (or any
other) right or remedy. No single or partial
exercise of any right or remedy provided
under the Agreement or by law shall
preclude or restrict the further exercise of
that right or remedy.

32. SEVERANCE

If any provision of the Agreement (or part of
any provision) becomes invalid, illegal or
unenforceable, the validity and
enforceability of the other provisions of the
Agreement shall not be affected. In such
circumstances the Parties shall negotiate in
good faith to amend such provision such
that as amended, it achieves as nearly as
possible the same commercial effect, as
the provision which is found to be invalid,
illegal or unenforceable.
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33. ENTIRE AGREEMENT

The Agreement as expressly stated in the
documents forming it (including any
amendments or additions incorporated into
the Agreement pursuant to Clause 23),
constitutes the entire agreement between
the Parties and supersedes all previous
negotiations, representations, proposals,
understandings or agreements, whether
written or oral, relating to the subject matter
of the Agreement.

34. GOVERNING LAW & DISPUTE
RESOLUTION

This Agreement, and any issues or
disputes of whatever nature arising out of
or in any way relating to it or its formation
shall be governed by the laws of the UAE
and the telecommunications regulatory
framework in the UAE. The Parties submit
to the exclusive jurisdiction of the UAE
courts.

35. CONTACTING ETISALAT

35.1 If the Customer requires any
clarifications on any of the above
General T&Cs (Business) or anything
in the Agreement or would like to
make a complaint, please contact the
Etisalat Contact Centre on Enterprise:
800 9111 or SMB: 800 5800 (from
within the UAE), or Enterprise:
+97167144025 or SMB:
+97167401469 (from outside of the
UAE), by visiting any Etisalat Point of
Sale, or by using one of the other
contact methods stated on the Digital
Channels.

35.2 The Customer shall provide Etisalat a
list of authorised signatories and
named operational contacts that are
authorised to act for and on behalf of
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35.3

35.4

the Customer in respect of the
provision of the Service. Etisalat
reserves the right to refuse requests
relating to the Service if it is not
satisfied that such request is received
from a duly authorized Customer
representative.

Etisalat  will use reasonable
endeavours to resolve the complaint
and keep the Customer updated as to
the status of the investigation into the
complaint.

Etisalat will consider the Customer to
have received notices from Etisalat if
Etisalat contacts the Customer at the
given postal address, e-mail, fax, any
other form of electronic
communication (including SMS) or by
providing a message in the
Customer’s bill.
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