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Pay monthly service terms

Pay monthly service terms and conditions

Please read these Service Terms and Conditions
carefully as they affect yourrights and liabilities
underthelaw and setouttheterms under
which Tesco Mobile makes the Service available
toyou. If you connectamobilehandseton a
Tesco Mobile Pay monthly tariff, these Service
Termsand Conditions willapply to your use of
theservice. These Service Terms and
Conditions also include the Tesco Mobile Pay
monthly Tariff Terms and Conditions, the Tesco
Mobile Pay monthly Privacy Policy and our Home
FromHome Fair Usage Policy. Theseare
available at www.tescomobile.com/termsand
by acceptingthe Service Terms and Conditions
you also accept and acknowledge that these
additional terms and policies apply to the
services.

If you have purchased your mobile handset
usinga credit agreement, some of theseterms
and conditions may not apply to you andothers
apply. Wherethisis the case, we have
highlighted this below.

PLEASE NOTE: that the following features are
not availableon the Tesco Mobile network;
visual voicemail, conference calling, call
forwarding.

1. What is Tesco Mobile pay monthly
Service?

11 TheTesco Mobile Pay monthly Service
is an airtime service that enablesyou
to make or receive calls, to send and
receive dataand to accessinformation
via thelnternet (as the case may be
accordingto your tariff) by means of
the mobile phone network provided by
TelefonicaUKandused by us
(‘Network’) and any additional services
we agree to provideto you (‘Tesco

12

1.3

Mobile Pay monthly Service’).

The Tesco Mobile Pay monthly Service
is provided fora Minimum Contract
Period as set outin Paragraph 4 and at
a tariff or tariff(s) applicable to that
Minimum Contract Period. The price
payable forthe Tesco Mobile Pay
monthly Serviceand what each tariff
providesare set outon
www.tescomobile.comorin the
relevant marketing materials. As
guaranteed by the Tesco Mobile Tariff
Promise, we willnotincreasethe
monthly subscription price of your
Tesco Mobile Pay monthly Service tariff
duringyour Minimum Contract Period.
Chargesforanyusageoutside of your
Inclusive Allowance of minutes, texts
or datawillapply, and therateof such
charges may be subject to changeand
published at www.tescomobile.comor
in the relevant marketing materials.
Price changes outside of ourcontrol,
such as nationalchangesin VAT, may
be passed on. If you have purchased
your mobile handset using a credit
agreementyour minimum period will
onlyrelateto yourTesco Mobile Pay
Monthly tariff.

Theonlyequipmentthat we provideto
you is the card needed to accessthe
Tesco Mobile Pay monthly Service (‘SIM
Card’) and, dependingon the tariff you
choose, we may provideyou with a
mobile handset. In consideration for
you agreeingto purchasetheTesco
Mobile Pay monthly Service we will
supply you with the SIM Card forno
charge. We may chargeyou forthe
mobile handsetand,if wedo, the price
will be clearly explained to you before
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1.4

2.1
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you offerto receive the Tesco Mobile
Pay monthly Service together with
details for making payment. If you have
purchased your mobile handset usinga
credit agreementyourhandset will be
provided underthat credit agreement.

The Tesco Mobile Pay monthly Service
is only available to customers aged 18
years orover on thedateyou offerto
receive the Tesco Mobile Pay monthly
Service.

When your Service
Agreement begins

Your Service Agreementis containedin
these Terms & Conditionsand the current
chargeable usagerates, updated and
published fromtime to time are available on
ourwebsite.

Yourorderorrequestfora SIM Card and,
where applicable, a mobile handsetisan
offertoreceive the Tesco Mobile Pay
monthly Service fromus. Nothingthat we
do or say willamount to any acceptance of
your offer until we despatch (in the case of
sales via phone ortescomobile.com) or
provide (in the case of in-store sales) the
SIM Card and, where applicable, the mobile
handset, toyou, at whichpointacontract
will be made between us. Atany pointup
untilthen you may cancel yourorderorwe
may declineto supply the Tesco Mobile Pay
monthly Serviceto you. If we declineto
supply anitemand you have already paid
forit, wewill give you a full refund of any
amount already paid forthat item. If you
have purchased your mobile handset using
a creditagreement, the contractto supply
you with a SIM Card and a mobile handset is
made when your credit agreementis
completed.

Acceptance of yourofferis subject to the
successful completion of a credit check.

24

25

26

2.7

2.8
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Monthly subscriptioncharges foryour tariff
(if any) will start when the SIM Card is
activated, whichisatthe point of purchase.

For orders placed viaphoneor
www.tescomobile.com, your SIM Card and,
where applicable, your mobile handset will
be despatchedby first class posttoyour
billingaddress.

Whilst we make every effort to despatch
your SIM Card and, where applicable, your
mobile handset within seven working days
of thedateof youronlineorphoneorder,
we will notbeliable if we failtodo so in part
orin fulldueto circumstances beyond our
control. Asignature may berequired at
delivery fororders thatincludea mobile
handset. If thisisrequired, this will be
explained to you beforeyou place your
order.

Rightful possession of the SIM Card and,
where applicable, mobile handsets will not
passtoyou untilwe have delivered theitem
toyou. Risk of damage orloss of an item
passestoyou when anitemis delivered.

You may have up to five subscriptions
registered to each Tesco Mobile Pay
monthly Serviceaccount. To ensure
availability of our SIM Cards, customers are
limited to orderingor purchasinga
maximum of five SIM Cards pertransaction.

Where SIM Cardsand, where applicableand
subject to Paragraph 2.2 in respect of
mobile handsets purchased usinga credit
agreement, mobile handsets are
despatched separately, ouracceptance of
theorder in respect of each item takes
placewhen each SIM Card is despatched.

2.10 If forany reason beyondourreasonable

control, weareunableto supply the SIM
Card and, where applicable, a mobile
handset, wewillnot beliabletoyou, and
you may chooseto cancel partorall of your
order.
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3.1

3.2

3.3

3.4

Cancellation during Cooling
off period

If you change your mind afteryou have
purchased a SIM Card and, where
applicable, amobile handset, you cantell
usthatyou would like to cancelanytime
within 14 working days fromthe date of
receipt or collection of the SIMCard and,
whereapplicable, the mobile handset
(‘Cooling-offPeriod’).

If you purchaseda SIM Card and, where
applicable, amobile handset through the
Tesco Mobile website orthrough Telesales
and you wouldliketo cancelduringthe
Cooling-offPeriod, please notify Tesco
Mobile Customer Careon 0345 3014455or
contact Customer Care team. Cancellation
will occuron thedateyou notifyus.

If you purchaseda SIM Card and, where
applicable, amobile handsetin a store,
pleasereturn tothe storewhereyou
entered into your Service Agreement to
cancelyour Service Agreement.
Cancellation willoccuron thedateyou
cancelyour Service Agreementin store
subjectto thereturn of your handsetin
accordancewith Paragraph 3.6, where
applicable.

If you use the Tesco Mobile Pay monthly
Service and you subsequently cancel your
Service Agreementin accordance with this
Section 3, you willincurcharges forany
usageyou have made on the Tesco Mobile
Pay monthly Service. The charges you will
incurwill be the total sum of (1) the current
standard rate charges for calls, text and
data within the Inclusive Allowance
categories capped at the fixed monthly
subscription tariffand any bundlesyou
selected when you madeyourpurchase,
plus (2) thecurrent standard rate charges
foranycalls, text and dataoutside of the
Inclusive Allowance categories. Please see
ourcurrentratesand Tesco Mobile Pay

35

3.6

3.7
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Monthly tariff terms and conditions fora
fullexplanationof thecalls, textand data
forwhich Inclusive Allowance can andcan’t
be used.

Oncewehave heard fromyou that you wish
to cancelyour Service Agreement we will
credit any sumdebited by usfromyour
credit ordebit card when you madeyour
purchase. We willdo this within 30 days of
the cancellation date providedthatyou
comply with the requirements of this
Section 3. If you have madeany useof the
Tesco Mobile Pay monthly Service you will
incurchargesforthatuseasset outin
Paragraph 3.4. We will send you afinal bill
settingoutthesecharges. Thefinal bill will
be payable by yourregular monthly
payment dateyou chosewhenyou
purchased the Tesco Mobile Pay monthly
Service.

You arerequired to take reasonable care of
any mobilehandset we provide. If you
changeyourmind and cancelyour Service
Agreementin accordance with this Section
3, you must return the mobile handsetin its
original packaging with all of its
componentswithin14 days of thedateon
which you notifyus of cancellation. If you
purchased in a store, pleasereturn the
handset to the store whereyou purchased
the handset. If you purchased your handset
via the Tesco Mobile website or telesales,
you must return your mobile handsetin
accordance with theinstructions we give
you at the timeyou notify us that you wish
tocancel. If youdo notreturn theitemas
instructed, we may make a chargein
respect of the cost of recovering (or
attemptingto recover) the mobile handset.

If you havea SIM only contractand you
cancelduringthe Cooling off Period, you do
notneedtoreturntheSIM tousand,
followingdisconnection fromthe Tesco
Mobile Pay monthly Service, you may use
your SIM card to connect to the Tesco
Mobile Pay as you go network.
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3.8

3.9

4.1

4.2

4.3

4.4

If you have purchased your mobile handset
usinga credit agreement, your Cooling-off
Period will be as set outin yourcredit
agreement. Paragraphs 3.4 to 3.6 will still

applytoyou.
This Section 3does not affectyour
statutoryrights.

Minimum Term, billing dates
and changing tariff

This Service Agreementis subjecttoa
Minimum Contract Period, the duration of
which will be clearly explained to you before
you offerto receive the Tesco Pay Monthly
Service (‘Minimum Contract Period)’. Your
Minimum Contract Period willcommenceon
activation of your SIM Card and, where
applicable, your mobile handset. This will
also be your Billing Date unless you request a
different Billing Date in accordance with
Paragraph 4.4.

WhereyourMinimum Contract Period isone
month, anew Minimum Contract Period of
one month will start on theanniversary of
your Billing Date each subsequent month
unlessyou cancelyourcontract under
Section 3or Section 5.

Whereyour Minimum Contract Period is
greater than onemonth, this Service
Agreement will continue afteryour Minimum
Contract Period on amonthly basis until you
cancelyourcontractunder Section3or
Section 5.

When you sign up to the Tesco Mobile Pay
monthly Service you will be given an option
to select a date forpayingyourbill, which
will also determine the date we generate
your bill (‘Billing Date’). If you have
purchased your mobile handset usinga
credit agreement, your Billing Date will be as
set outinyourcreditagreement. Your next
monthly subscription payment will be
charged on theBilling Date associated with
your chosen payment date, even if thisis
beforeyourfirstmonth hasrun out. This
may result in your first bill period being

4.5

46

4.7

4.8

4.9
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shorterthan onemonth.In these
circumstances, you willbe permitted to roll
over any Inclusive Allowance minutes, texts
or datafromthefirst month untilthe end of
your second month. Thethird and
subsequent months will operateas usual
without rollover. Your Minimum Contract
Period will be revised so thatit willend on
therelevant anniversary of your new Billing
Date, but this will not have the effect of
extendingyour Minimum Contract Period.

If you are migrating between tariffs, your
Billing Date will remain the same asit wason
your previous tariff unless you request
otherwise. Your change of tariff will take
placeon yournextBilling Date.

Subjectto Paragraph 4.7, whereyou have
notified us you wish to moveto another
Tesco Mobile Pay Monthly tariff, unless we
advise otherwise, yournew tariff will
commenceon yournext Billing Date.

If you changetariffsforanyreason,e.g.
when upgradingor movingto a promotional
offer, any unusedInclusive Allowance
minutes, texts ordata provided as part of
your previous tariff willnot be carried
forward. If you move from a Tesco Mobile
Pay Monthly or Tesco Mobile Pay as you go
tariff which is not currently available you
will notbeableto changebackto your
previous tariff.

You may request a tariff transfer by
notifying Tesco Mobile Customer Care.
However, subject to Paragraph 4.9, within
your Minimum Contract Period you can only
move onto a tariff with a higher monthly
tariff subscription price. If you request to
move to a tariff of the sameor lower
monthly tariff subscription price, Early
Termination Charges may apply.Thisdoes
not affectyourright to cancelyourcontract
under Section 3 or Section 5.

If youarean “Anytime Upgrade Flex”
customer, we willallow you to flexyour
Tesco Pay Monthly tariff subscriptionup
and down duringyour Minimum Contract

Back to top



Period, subject to these conditions: the
tariffs which you can flexup anddown to
will be thosetariffs publishedbyuson the
dateyourMinimum Contract Period begins;
you can onlyflexup ordown once per
month, effective fromyour next Billing Date;
if you cancelyour Service Agreement under
Section 5, your Early Termination Charge
will be calculated based on yourchosen
tariff at the time of termination.

4.10 Any Inclusive Allowance minutes, text or

5.1

5.2

5.3

dataincluded in your tariff willberefreshed
by approximately 06:00am on your Billing
Date. If yourlInclusive Allowancefromthe
previous month runsout, any usage made
between midnight on your Billing Date and
the time at which yourInclusive Allowance
is refreshed willbe billed at the current
standard ratecharges forcalls, textand
datawithin theInclusive Allowance
categories.

Ending this Service
Agreement

Afterthe Cooling-off Period, you may
cancelyour Service Agreement at any time
by contacting Tesco Mobile Customer Care.

If you have committed to a Minimum
Contract Period of one month, your
cancellation will take effect on your next
Billing Date. However, it takes up to 48
hoursforusto processyourcancellation,
meaningyou need to cancel atleast 48
hours beforeyournextBilling Date to
ensurea further month of Minimum
Contract Period does not start. If anew
Minimum Contract Period does start, your
cancellation willautomatically take effect
onthefollowingBilling Date.

If yourcontract hasaMinimum Contract
Period of more than one month, you may
cancelyour Service Agreement at any time.
If you cancel afterthe Cooling-off Period
but beforetheend of your Minimum
Contract Period, you mayincuran Early

Termination Charge (ETC). Theamount of
the ETC will be notified to you beforeyou

Pay monthly service terms

cancel.
Early TerminationCharges Explained
How we calculateyour ETCs:

We multiply your monthly subscription
charge price (takinginto consideration any
monthly discounts you are entitled to )by
thenumber of months remainingon your
Minimum Contract Period;

Wethen deduct VAT at the applicablerate;

Wealso add a smalldiscount of
approximately 3% for any benefit we might
receive for usno longer providingyou
service on our network.

If your credit agreementis longerthan 24
months, your ETC forairtimeis limited to
theduration of your Minimum Contract
Period, which will never exceed 24 months.
In summary:

If you cancelyour contract beforeyour
Minimum Contract Period, youwill have to
payan ETC forairtime and pay off your
credit agreement foryour mobile handset;

If you cancelyour contract afteryour
Minimum Contract Period, but beforethe
end of your credit agreement, you won’t
haveto payan ETC butyou willhaveto pay
off yourremaining mobile handset credit
agreement;

If you cancelyour contract after both your
Minimum Contract Period, and credit
agreement hasended, you won’t have
anythingto payotherthan theamountyou
haveused in that month.

If you arean Anytime Upgrade Flex
customerwith a Flex Promise option under
your credit agreement, you can chooseto
usethe Flex Promise option duringthelast
six months of your fixed period underthe
credit agreement to sell your phonebackto
usorouragentinreturn foruscrediting
your remaining repayments, bothunderthe
credit agreementand any applicable Early
Termination Charges under this Service
Agreement. To exercise your Flex Promise
option you must meet all of the conditions

Back to top

6



set outin thecredit agreement.

5.4 Wemay end your Service Agreementat any
time by contactingyou andgivingyou 30
days’ notice. We may also end our Service
Agreement with you immediately if:

a) You breach an important term of this
Service Agreement (for example, you do not
comply with Paragraph 11.3and we
determine, atoursole discretion, thatyour
use of the Tesco Mobile Pay monthly Service
is, or atanytime was, inconsistent with
normal residential use patterns);

b) You breach any otherterm of this Service
Agreementand do not putitright within
seven days of us asking you to (or, if you
breach aterm of your credit agreementand
do not putitright within theterms of the
credit agreement);

c) You failany credit or fraud prevention
checkor wherewereasonably suspect
fraud ormoney laundering by you or
someone usingyour account(s);

d) You give usinformation about yourself
which we reasonably believe to be falseor
misleading;

e) You arethe subject of bankruptcyor
insolvency proceedings, orif you do not
make a paymentunderajudgmentofa
Courtorfine, oryou make an arrangement
with yourcreditors ora receiver or
administratoris appointedoverany of your
assets, or you gointo liquidation; or

f) Weare nolongerableto providethe Tesco
Mobile Pay monthly Service to you despite
makingall reasonable effortsto do so.

55 Both of us must continue complying with
this Service Agreement until we stop
providingthe Tesco Mobile Pay monthly
Service toyou. You willbe charged forall
monthly subscriptionchargesincurredand
calls made prior to cancellation. Theend of
this Service Agreement, forwhatever
reason, shall not affect either of ourrights
or liabilities.

5.6 If atanytime we donotrequireyouto

Pay monthly service terms

comply with this Service Agreement, this
doesnot preventusfromaskingyoutoata
later time.

Changes to the Service Agreement

6.1 As statedin Paragraph1.2,undertheTesco

Mobile Tariff Promise, we guarantee we will
notincreaseyourTesco Mobile Pay Monthly
tariff subscription priceduringyour
Minimum Contract Period (suchas 12,18 or
24 months). Your actual bill may vary if you
exceed your usagelimits or you use services
notincluded in yourInclusive Allowance.

6.2 Subjectto Paragraph 6.1, wecan change

this Service Agreement atanytime. We will
notify you of any significant changes either
by email to the email addressyou gave us
when you registered for Tesco Mobile Pay
monthly Service orvia yourbill. If you
continueto usetheTesco Mobile Pay
monthly Service after thedate on which the
changecomesinto effect, youruseof the
Tesco Mobile Pay monthly Serviceindicates
you agree to the changed Service
Agreementand willbe boundbyit.

7. Suspending your use of Tesco

Mobile pay monthly Service

71 Wemay suspend your use of theTesco

Mobile Pay monthly Service (other than calls
to emergency services) immediately:

a) If weneed to carry outrepairs,
maintenance ortheintroduction of new
aspectsto the Tesco Mobile Pay monthly
Service. Wewill try to restore the Tesco
Mobile Pay monthly Service as soon aswe
can.

b) If we are directed to by the Government,
the emergency services oranyother
competentorlawfulauthority.

c) to protect you under Paragraph 11.3.

d) If you are persistently abusive, make
threats, repeatedly causeanuisanceor
annoyanceor otherwise act illegally towards
our staff orproperty, orthat of ouragents.

e) If youdo anythingor permitanyoneelse to
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7.3

7.4

8.1

~

do anythingwhichwereasonably think
adverselyimpacts the service to other
customers or may adversely affect the
Network.

For anyof thereasons setoutin Paragraph
5.4.

As an added security feature to protect
you, we may suspend youraccount’s access
to the Tesco Mobile Pay monthly Service
wherewe suspect unusual use of theTesco
Mobile Pay monthly Service, forexample,
thevolume or destination of callsincreases
significantly. We will only ever suspend
Tesco Mobile Pay monthly Service like this in
exceptional circumstances and will try to
contactyou beforehand, but this may not
be possible.

Where morethan oneuseris set up under
an account, we may suspend use byany or
all of those usersif we reasonably suspect
fraud ormoneylaunderingin relation toany
person usingtheaccount.

If we suspend yourservice becauseyou
break this Service Agreement, the Service
Agreement will still continue until itis ended
underParagraph 5.4. Youmust pay all
chargesduringthat time. Youraccessto the
Tesco Mobile Site may be occasionally
restricted to allow for repairs, maintenance
or theintroduction of new facilities or
services. Tesco Mobile willattempt to
restore the service as soon asit reasonably
can.

Use of personal information -
including fraud prevention

Our Privacy and Cookies Policy which can
be foundhere: (i) sets out the types of
personal datathat we collect; (i) explains
how and why we collectand use your
personal data; (iii) explains whenand why
we will share personal data within the Tesco
Group and with other organisations; and (iv)
explainstherightsand choicesyou have
when it comes to your personal data.

9.

91

9.2

9.3

9.4
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The Tesco Mobile pay monthly
Service

TheTesco Mobile Pay monthly Serviceis not
availablein all parts of the United Kingdom
noris it availablein all other countries. It
may be restricted to certain areas within
areas whereaccess to the Tesco Mobile Pay
monthly Serviceis possible. Notall mobile
handsets willbe able to receive the Tesco
Mobile Pay monthly Servicein all countries
duetoa numberof reasons, includingthe
technology the country’s mobile networks
operateon, orthe mobile handset may be
locked to another network. Weonly agree
to provide the Tesco Mobile Pay monthly
Service to mobile phones of amake and
typeapproved by us.

When we provide you with the Tesco Mobile
Pay monthly Service, we willuse the
reasonable skilland care of a competent
service provider, but the service may be
impaired by geographic, atmospheric or
otherconditions orcircumstances beyond
ourcontroland wetherefore cannot
guaranteethat the Tesco Mobile Pay
monthly Service willalways be available or
fault-free.

We will do ourbest to provide Tesco Mobile
Pay monthly Servicetoyou and any
additional services requested by you (for
example, usingyour phone abroad) orif you
instruct usto change yourTesco Mobile Pay
monthly Service (forexample, to bar calls)
by anydatewe have agreed with you, but
ourability to do so may be affected by
circumstances beyond our control.

We will allocatea number foruse with your
SIM on the Network. Thenumberdoes not
belongtoyou and mayonly betransferred
toanotherservice provider in certain
circumstances (including payment of our
costs), details of which are availableon
request from Tesco Mobile Customer Care.
We may also chargeyou forportingyour
existingnumberin accordance with our
charges.
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9.6

You mayaskusto includeyour mobile
phonenumberin atelephonedirectory
and/oradirectoryenquiry service.
However, you shouldbe aware that, if you
request this service, there may be acharge
and your number willbe made accessibleto
companies that compileinformation for
marketing purposes. If you are worried
about this, you can preventit from
happening by registeringyour mobile phone
number with the Telephone Preference
Service on www.tpsonline.org.uk. If you
wantyour mobile phone numberto be
includedin adirectoryand oradirectory
enquiry service, pleasecontactuson 0345
30144550r 4455fromyourTesco Mobile
phone.

Occasionallywe may haveto:

a) Alter the number of your mobile phone, or

anyothername, codeornumber
associated with the Tesco Mobile Pay
monthly Service forreasons beyondour
control, forexamplewhererequested to do
so by agovernmental or regulatory body; if
webecomeunableto supplyittoyou, such
as intheevent that welease thenumber
froma third party company which stops
supplyingittous; orwherewe reasonably
believe that the alteration willenhance your
use of the Tesco Mobile Pay monthly
Service. If thisis the case we will give you
reasonable notice.

b) Temporarily suspendthe Tesco Mobile Pay

monthly Service (orany part of it) for
operational reasons orin an emergency or
forreasons of security.

c) Bar certain numbers fromthe Tesco Mobile

9.7

Pay monthly Service on atemporary or
permanent basisin orderto prevent fraud
orincircumstances wherewewouldsuffer
a directloss.

Fromtime to time we may have to migrate
youraccountfromonebilling platformto
another. In these circumstances we will
notify you if migration of youraccount will
affect the Tesco Mobile Pay monthly Service

9.8

9.9

10.
10.1

Pay monthly service terms

inany way.

Wereserve theright to add to, substitute,
or todiscontinue any of the Tesco Pay
Monthly Services atany time.

If you report your mobile handsetand/or
SIMtousas lostor stolen, we havetheright
to preventit frombeingused on the
Network. We may also exchange the mobile
phoneidentity with other network
operatorswho maychooseto preventthe
mobile phone from beingused on their
networks.

Tesco Mobile pay monthly Content

We may provide textual, visual orother
information, software, photos, video,
graphics, music, soundandother material
availablethrough the Tesco Mobile Pay
monthly Service, includinginformation
supplied by content providers (‘content’). If
we provide content, we willuse reasonable
endeavours to maintainthe contentbutit
may be incomplete, out of dateor
inaccurateand is provided on an “asis”
basis. It is a conditionof us allowingyou
accesstocontentthatyou acceptthatwe
will not beliable foranyaction you takein
reliance on content.

10.2 We may vary content orthe technical

specification of the Tesco Mobile Pay
monthly Service from time to time.

10.3 You may onlyuse contentin awaythat does

notinfringe therights of others (‘Approved
Use’) and you must comply with all other
instructionsissued by us regarding use of
content. Youshallnot store, modify,
transmit, distribute, re-sell, copyor
incorporateinto anyotherwork, partorall
of thecontentin any form, savethatyou
may print or download extracts of content
foryour personaluseonly.

10.4 You are solely responsible for evaluating the

accuracy and completeness of contentand
thevalue and integrity of goodsand
services offered by third parties over the
Tesco Mobile Pay monthly Service. We will
notbea party to, orin any way responsible
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foranytransaction concerningthird party
goods and services exceptin the case of
negligenceon our part.

11. Your use of Tesco Mobile pay

n.1

monthly Service

You must keep confidential all passwords
you have nominated in connectionwith
your Tesco Mobile Pay monthly Service
account. We cannot disclose information
aboutyouraccounttoanyoneuntilweare
satisfied asto their identity, and they have
correctlyquoted any passwords to us.

1.2 You agree:

a) To provide us with such information aswe

reasonably requestin connection withthis
Service Agreement and that all factual
informationyou provideto usis correct.

b) To take adequate precautions to prevent

damageto your SIM Card and mobile
handset orunauthorised use ortheft of the
SIM Card and mobile handset.

c) Useyour SIM Card, mobile handset and the

Tesco Mobile Pay monthly Servicein the way
described in any User Guides, or other
instructionsissuedby us.

d) Thatthe SIM Card shall at all times remain

our property.

e) Toinformusas soon as possible by

telephoneif the SIM Card or mobile handset
is lost, stolen, damaged or destroyed or
likely to beused in an unauthorised manner
and to co-operatewith usin ourreasonable
securityand other checks.

f) Tell usimmediately by calling Tesco Mobile

Customer Careif anyone makes or
threatensto makeany claim orissues legal
proceedings againstyou relatingto youruse
of the Tesco Mobile Pay monthly Service or
the Contentand youwill, atourrequest,
immediately stop theactor acts
complained of. If we askyou to, you must
confirmthe details of the claim(s) in writing.

1.3 You may not, norallow anyone else to, use

the Tesco Mobile Pay monthly Service:

Pay monthly service terms

a) For any unlawful purposeornotin

accordancewith fairuse.

b) To make acall which s, or is intended to be,

malicious, fraudulent or hoax (includingto
the emergency services).

c) To breach therights of any third party (for

example, copyright).

d) In any way which may damage or affect the

n.4

1.5

1.6

operation or quality of Tesco Mobile Pay
monthly Service, the Internet orany other
telecommunications system (in particular
computerviruses, worms and spam should
notbedistributed acrossthe Tesco Mobile
Pay monthly Service fromor through any
software orhardwareyou have connected
to the Tesco Mobile Pay monthly Service).

The Tesco Mobile Pay monthly Serviceis a
retail service thatis madeavailable to you
only for personal, residentialuseandnot
forcommercial or business purposes.All
commercial orbusiness useis considered
by us tobenotin accordance with fairuse.
You maynot, norallow anyone elseto use
the Tesco Mobile Pay monthly Service for
auto delivery, continuing or extensive call
forwarding, telemarketing, solicitation,
polling, fax or voicemail broadcasting. If you
do usethe Tesco Mobile Pay monthly
Service forbusiness or commercial
purposesin breach of this Service
Agreement, you willcompensate us forall
liabilities, claims, damages, losses and costs
(includinglegal costs) whichwe may suffer
because someone (other than you) makes
or threatensaclaimagainst us becausethe
Tesco Mobile Pay monthly Serviceis faulty
or cannotbeused by them.

You agreethatyou areprocuringthe SIM
card, mobile handset (if applicable) and the
Tesco Mobile Pay monthly Service solely for
yourown use and thatyou willnotre-sellor
otherwiseactasanyformofdistributorin
respect of the SIM Card, mobile handset or
the Tesco Mobile Pay monthly Service.

You must use Tesco Mobile Pay monthly
Service in accordance with this Service
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Agreementand any otherreasonable
instructions we giveyou. Whilst we provide
the Tesco Mobile Pay monthly Service to
you, you authorise usto act on your behalf
in all dealings with any provider (as
applicable) with whom we consider it
necessary orusefulto dealwithin
connectionwith TescoMobile Pay monthly
Service.

1.7 If the SIM card or your mobile handsetis
lost, stolen, damaged or destroyed you will
be responsibleforanychargesincurred
untilyou haveinformed us.

1.8 If you do notcomply with any provision of
this Paragraph, you willcompensate us for
all liabilities, claims, damages, losses and
costs (includinglegal costs) that we suffer
as aresult.

12. Call Charges

12.1 TheTariff Terms set outthecharging
principles forthe Tesco Mobile Pay monthly
Service.

12.2 Unless otherwise stated, call prices are
quoted bythe minuteand arecharged in
onesecond incrementsrounded upto the
nearest penny. Chargesforusingthe Tesco
Mobile Pay monthly Service will be
calculated usingthe details we have
recorded. Each callis charged excluding
VAT and then roundedup to the nearest
penny. VAT isthen added where applicable
to the total of allcharges on your bill.
Minimum call charges and durations apply.

12.3 Subject to Paragraph 6.1, if weincrease the
charges forservices outsideyourTesco
Mobile Pay Monthly tariff subscription fee or
changethetermsand conditions of this
Service Agreement to your significant
disadvantage (in our reasonable opinion) we
will give you 30 days’ noticein writing
before the changes take place. We will
notify you eitherin writing or by text
message to your mobile phone number
and/orbyemail whereyou have supplied
your emailaddress to us forthis purpose.

12.4 You may be charged to receive certain
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premium rated text messaging services and
multi-media messaging services. We will not
notify you of callcharges for premiumrate
services operated by third parties. Visit
tescomobile.comforalist of call charges.
Please checkthese before calling premium
rate numbers.

12.5 Wherethelnclusive Allowance of a tariff
includesinclusive orunlimited allowances
which apply to certain calls, texts ordata up
toa monthlylimit, unused inclusive or
unlimited allowances cannot be carried
forward fromonemonthto thenextunless
expressly stated by us. In this context
“monthly” or “month” means calls recorded
byus fromyourBilling Date, which may not
equateto acalendarmonth. Generally,
calls, data and texts will be set against
applicableinclusive or unlimited allowances
inthe orderin which theyarerecorded by
us. Certain types of calls, such asroaming
calls may take longerto be billed.

12.6 Callchargingrates which varyaccordingto
thetime of dayand are billed accordingto
thetime of call initiation.

12.7 You must pay your monthly bill under this
Service Agreement and (if applicable) any
credit agreement by the date stated on the
bill.

12.8 You will beliable forall chargesincurred by
use of the Tesco Mobile Pay monthly Service
underthis agreement whetherincurred by
you oranyone else usingyour mobile phone
(with or without your knowledge). Youmust
paythechargesto usor aswe direct.

12.9 If you wish to make international calls or use
ourinternational roaming service we may
ask you to demonstrate a satisfactory billing
history. Unless otherwise stated, if you use
your mobile phoneabroad you will be
charged forincomingand outgoingcalls.

1210 We’llcap yourusage, overand above
your Inclusive Allowance, atthelevel you
have set or thedefault foryour particular
tariff (insidethe guidance set out below).
You can cap your usageto the minimum cap
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of £0. If you chosenot to cap your tariff
with a safety buffer, we’llautomatically
impose a maximum limit on youraccount if
your chargeable usageis equalto thevalues
shown in this table.

Tariff value AccountLimit

£15.00 and below £50.00
Above £100.00
£15.00and

upto £25.00

Above £27.50 £150.00

12.11Your safety buffer, whetherimposed by you

or us, willapplyboth in the UK and abroad.
If you reach yoursafety bufferand have
also used all of your monthly Inclusive
Allowance minutes, texts or data, you will
only beableto receive calls (in the UK, but
notabroad) andtexts (anywherein the
world), untilyou eitherincrease your cap via
youronlineaccount, in the Tesco Mobile
app, or make a payment to adjustyour
spend.

12.12Whereyou choose a Capped tariff, there

13.

13.1

are some specific circumstances where you
may receive a billwhich isaboveyour
normal cap. Theseare usually one-off
anomalies dueto thetimingof specific
usage, changes to youraccount or tariff
changes aroundthetime of ourbillingcycle.
Theseare normal, and should be corrected
in your next bill. Examples of these
circumstancesinclude: purchasingan
additional bundle or bundles mid-month;
phoneunlocking, or makingadditional calls,
texts ordata usage beyond yourallowances
duringthebilling process. Alternatively,
youraccount may have other subscriptions
on it thatare not Capped.

Paying your bill

You can pay by any MasterCard orVisa
credit card orby Switch, Maestro (domestic
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only), Solo, Delta orElectron. Wedo not
accept payments by credit card underany
credit agreement. Your credit/debit cards
will be encrypted to minimise the possibility
of unauthorisedaccess ordisclosure. All
payments will be taken in pound sterling. If
theamountto be paid or the payment dates
change, we will notify you 10 daysin
advance of youraccount beingdebited as
otherwise agreed.

13.2 You can also pay by Direct Debit, which can
be setup whenyou applyfortheTesco
Mobile Pay monthly Service. The Direct
Debit guaranteeis offered by allbanks and
building societies that take partin the
Direct Debit Scheme. The efficiencyand
security of the Schemeis monitored and
protected by yourown bankorbuilding
society. You can cancel a Direct Debit atany
time by writingto yourbankorbuilding
society. Please also send a copy of the
letter to us.

13.3 If you do not maintain your Direct Debit
payments, you must pay by another
method. If a Direct Debit payment failsand
we have your credit/debit card details we
may take payment fromyourcard. We will
send you an emailinformingyou that we
have taken paymentin this manner. If Direct
Debit or credit card payments continueto
failon a regular basis, we may stop youruse
of the Tesco Mobile Pay monthly Service.

13.4 We may requireyou to pay your charges by
Direct Debit. If you are paying by payment
card you authorisethe paymentcard
companytodisclosetousand, under strict
obligations of confidentiality, to our sub-
contractorsand/oragents,details about
your payment card account,in so farasis
necessary in connection with your
agreementwith usandtoinformusif your
paymentaccountisterminated or
suspended atanytime.

13.5 Yourcall history log will show what calls
have been made through youraccountand
theapplicablecharges, which are shown
including VAT. You canobtaina VAT invoice
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through youronlineaccount. If you askfora
VAT invoice by another method, we may
chargeforthis. If a chargeapplies, we will
let you know the chargein advance.

13.6 All bills will be availablein electronic form

only. Notification of when your billis
available will be sent to you via your
selected notification method, either email
or text message. Toensurethatwecan
sendyour billto you, you must supplyus
with avalid email address or mobile phone
number. You are responsible forensuring
thatyou notify usin theevent of changesto
these details.

13.7 Bills willnormally be available monthly, but

we may bill you atany time. Your bill will
compriseyourmonthly subscription charge
and any calls, texts or data outside of your
inclusive minutes, texts ordata. If you have
purchased your mobile handset usinga
credit agreement, your bill will also show
your separate payment underthat credit
agreement. You areresponsibleforthe
payment of allthe charges thatappearon
your bill. Your bill will be itemised
sufficiently so thatyou cancheckthe
accuracy of your bill.

14. Our responsibilities to you

14.1Wedo not excludeorrestrict our liability

for:

a) Death or personalinjury caused by our

negligence (orouragent’s negligence).

b) Fraud.
c) Any liability under Part | of the Consumer

Protection Act 1987, or (d) any of our
liabilities that cannot by law berestricted.

14.2 We are responsible fordirect losses you

sufferasa result of us breakingthis Service
Agreement with you if thelosses are a
foreseeable consequenceto both of usat
thetime you enterinto this Service
Agreement. Our liability shallnotin any
eventincludelosses, which happenasa
side effect of the main loss ordamage or
which are not foreseeable by you and us,
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forexample businesslosses such asloss of
profits, wasted expense orloss of
opportunity. If you sufferanyloss, you must
let usknow as soon as possible by
contactingus.

14.3 Subject to Paragraph 14.2, we willalso not

be responsible forthedeletion, loss or
corruption of any Content transmitted or
maintained by the Network, unless thisis
caused by our negligence.

14.4 If you do experience a problem with the

Tesco Mobile Pay monthly Service, you
should first telephone our Customer Care
team.

14.5Weshallnotberesponsible foranydelayor

failure to provide the Tesco Mobile Pay
monthly Service forreasons beyondour
reasonable control, forexamplefire,
explosion, lightning, storm, tempest, flood,
earthquakes, riotand civilcommotion,
failure by a utility company, local authority
or othersuch body, any failure or shortage
of fuelortransport, war, civil war, armed
conflictorterrorism, or nuclear, chemical
or biological contamination, orany blockade
or embargo, or any official or unofficial
strike or otherdispute.

14.6If we are found liable to you, ourliability will

notexceed £5,000in any 12 month period.

15. Our responsibilities to you

15.1 If you havea Clubcard, you can earn

Clubcard points fromyour monthly
subscription. To start earning points, you
need to register your Clubcard to your Pay
Monthly account. Clubcardpoints are
awarded based on yourtotal billamount
(your monthly subscription, plusany
bundlesyou’ve bought, charges on your bill
and payments dueunderyourhandset
credit agreement (if applicable). Payments
made for mobile handsets at point of sale
will beawarded with one point forevery £1
spent. Your points will be allocated to your
Clubcard account after we’ve received
payment foreach bill. It can takeup to 72
hours afteryourbill has been paid foryour
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16.1

pointsto appearon your Clubcard account.
If you cancelyourcontractduringthe
Cooling-offPeriod, we willalso deduct the
Clubcard points fromyour Clubcard
accountforanyamount reimbursed.

Complaints

Wewantto give you a great service.
However, if you are unhappy withany
aspect of our service then please contact
Customer Care. If you are still not happy,
please ask to speakto a manager. If you
would like to write to us with your
complaint, please write to Tesco Mobile,
Arlington Business Centre, Millshaw Park
Lane, Leeds, LS11ONE.

16.2 If you remain unhappy oryou thinkthat we

haven’t dealt with your complaint
satisfactorily within eight weeks, you can
refer your complaintto the following
external regulatory body:

Ombudsman Services www.ombudsman-
services.org, Ombudsman Services on 0330
4401614 or Ombudsman Services:
Communications, PO Box 730, Warrington,
WA4 6WU.

16.3 Before you contact Ombudsman Services,

please make sureyou have details of why
you are still unhappy,aswellasthe answer
given by the Tesco Mobile Complaint
Management Service.

16.4 Some, but notall, items are sold with 12

month warranties. For someitemsyou can
also chooseto purchase an extended
warrantywhen you placeyourorder. Please
see Extended Warranties forthetermsand
conditionsrelatingto these. If you have any
problemswith your purchase we can offer
help and assistance. Please contact the
followinghelplines: for electrical items 0845
456 6767; for mobile phones please contact
0345301 4455; forallotheritems please
call Customer Serviceson 0845600 4411. If
wearrangefor anitem to berepaired and
you have not purchasedtheitemfromus, it
will resultin a postageand handlingfeeand
may result in the repair becoming

17.
171

17.2

17.3
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chargeable. If you have any problems with
your purchasewecan offerhelp and
assistance. . If a repair is chargeable, we will
tell you in advance. Repairturnaround time
is dependenton therelevant
manufacturer’s current workload. We will
notacceptanyclaimsforlossesyou suffer
duringthistime. If a faultis caused by
accident, misuse ornegligence, orit occurs
outsidethewarranty period, it willnot be
covered by the manufacturer’s warranty.
Service estimates foran item not covered
by the manufacturer’s warranty will be
chargeable. An estimate will be emailed (or
senttoyou by postif wedonothavean
email address foryou) and confirmation of
acceptanceisrequired within 10 days.
Where such acceptanceis notreceived, the
item will bereturned unrepaired anda
charge may be payable. Allwarranty repairs
will bereturned to you at the cost of Tesco
Direct.

General

If you changeyourname, address,
telephone numberor payment details or
there are any changes to yourbankaccount
or payment card arrangements which may
affectyour payment of thecharges you
must let us know.

You may not transferany of yourrightsor
responsibilities underthis Service
Agreement to anyone else without obtaining
ourconsent. Wecan transferallorany part
of our service with you at any time provided
the service you receive is not significantly
reduced.

We may change this Service Agreementand
thecharges at anytime. Changes willbe
posted on ourwebsite tescomobile.com.
Please checkthis regularly forupdates.

17.4 Unless otherwise stated, any notice under

this Service Agreement must bein writing
and delivered by hand or sent by pre-paid
post, to usat theaddress given on your bill,
ortoyou atthe address stated in your
application asyouraddress orany other UK
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addressyou supplyto usforthis purpose.

17.5 A person whoisnota partytoyourService

Agreement with us hasnorightunderthe
Contract (Rights of Third Parties) Act 1999
to enforceany part of this Service
Agreement, but thisdoes notaffectany
right orremedy of a third party which exists
or is availableapart fromthat Act.

17.6 If any part of this Service Agreementis

17.7

foundto beinvalid byany Courtorother
regulatory orcompetent body, theinvalidity
will not affect therest of this Service
Agreement, which shall remain in force.

This Service Agreement is subject to English
law. We will try to solve any disagreements
quickly and efficiently. If you arenot happy
with the way we deal with any disagreement
and you want to take court proceedings,
you mustdo soin England, Scotland, Wales
or Northern Ireland.

17.8 Weacceptordersonly fromWeb browsers

that permit communicationthrough Secure
Socket Layer (SSL) technology. Thismeans
you cannotinadvertently place an order
through an unsecured connection.

The Tesco Mobile Pay monthly Serviceis
operated by Tesco Mobile Limited, Tesco
House, Shire Park, Kestrel Way, Welwyn
Garden City, Hertfordshire, AL7 1GA.
Company RegistrationNo. 04780736, VAT
No. 815-3845-24.

Last updated: 29t September 2021
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