EE Smart Home Help Terms and Conditions of Use

These terms, togetherwith any termsnotifiedto you by EE Smart Home
Help in respect of the service, form your Termsand Conditions (the
“terms”).

1. About the EE Smart Home Help service

The EE Smart Home Help service isa premier support service which
allowsyou to access technical support foryour Smart Home device via live
tech experts.

You are eligible to use thisservice if you have purchased a Smart Home
device from EE. You can beginto use thisservice immediately upon
purchase of your Smart Home device. Youraccessto the service will end
12 monthsafter purchase orin accordance with section 9 below,
whicheveristhe sooner.

2. Who’s Who?

Thisservice is provided by Asurion Soluto Europe Limited (“Asurion”),
registered in England and Waleswith registered number 10163748 and
having itsregistered office at ChiswickPlace, 272 Gunnersbury Avenue,
Chiswick, London W4 5QB.

In these terms, “we”, “our” and “us’ meansAsurion; “you” or “your”, we
mean the person with the EE Mobile Subscription authorised to use the
EE Smart Home Help service underthese terms(see Section 4).

3. How can| contactthe service?
It's easyto getintouch with us:

= Call: 08000684195 (Freephone) (orcall via the app)

(your normal EE call/datacostsapply)

Open: Mon-Fri: 8am-9pm Sat-Sun: 8am-8pm (GMT)
=  Chat: Click to chat via the app

Open: Mon-Fri: 8am-9pm Sat-Sun: 8am-8pm (GMT)
=  Email: EEsmarthomehelp@asurion.com

4. What’s covered?

The EE Smart Home Help service offerstechnical support for:

"  YourSmart Home device

=  software applicationsused to operate and/or control your Smart
Home device

"  The connectivity between your Smart Home device and other devices

5. What’s not covered?

The EE Smart Home Help service doesnotinclude (amongst other

things):

" assistance with any device that doesnot belong to you and/or you
are notauthorised to use

"  assistance with networkcoverage issues (e.g. data coverage issues)

"  overthe airupdatesto operating systems, firmware or other software

" maodification of original equipment manufacturer (“OEM”) software

= installationof third party software or OEM driversnot supported by
the device

" installation of non-sanctioned applications
We may be unableto resolve the issue if we have limited orno

information, where we are unable to obtain the required proprietary
information from vendors, manufacturersor developers, orifthe issueisa

result of software or hardware errors not yet resolved by the hardware or
software vendors, manufacturersor developers.

If we are unable to resolve yourissue, we may refuse to take furtheraction
to try to help.

We shall not be responsible at any time forany loss, alteration, or
corruption of any software, data, orfiles, unlesscaused by ourgross
negligence or wilful misconduct.

8. Will I be charged for using the EE Smart Home Help service?
Calling the EE Smart Home Help service lineisfree of charge when calling
the Freephone number from your device inside the UK.

There isno charge to download the EE Smart Home Help app. Aspart of

your service you can incur data usage fees for using the app outside of a
Wi-Fi, calculated at your normal networkprovider rates.

9. Cancelling the service

We can change these termsat any time and ifwe do so, we will tell you
eitherby text, email,or post or by providingupdated termsin an update to
the app.

If any change may be to yourdisadvantage, we'll tell you aboutitat least
30 days priorto the change taking effect. If you do notagree withany
change, you can stop using the EE Smart Home Help service at any time.
You don’t need to tellusif you're goingto do that.

Yourrightto access the EE Smart Home Help service will end:
. 12 monthsafterthe purchase of your Smart Home device;
. if we have a valid reason (such asif you don’t comply with
these terms);
e On14days notice if the productiswithdrawn.

10. How to complain
If you're not happy with the service you can call,email or write to usto
complain atany time.See Section 3 for our contact details.

If we can’t resolve yourcomplaintright away, we’llemail or write to you
within 5 working daysto outline our next steps. If the issue still isn’t
resolved within two weeks, we’ll contact you again to keep you up to
speed on what’s happening.

10. Applicable law and other terms

We can transfer our rightsand responsibilitiesunder these termsto third
partiesbutyou may not.

The lawthat appliesto thiscontract will be the law of the part of the UK
which you reside in.

All communicationswith you in relation to thiscontract will be in English.
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