


Please read these customer terms of use (“Customer
terms”) carefully before accessing or using the ONSIM
service. The service is operated by ONSIM LTD registered
in England with number 08429703 whose registered office
is at 86-90 Paul Street, London, England, EC2A 4NE. These
customer terms apply to all customers who use or
access the service. By using our service, you agree to be
legally bound by these Customer Terms, Data Processing
Agreement and Privacy Policy as they may be modified
and posted on our website from time to time. In these
Customer terms, "you" refers to the entity you present
("customer”)

If you do not agree with these Customer Terms, Data
Processing Agreement and Privacy Policy, you may not
use the service.

1. Agreement Structure and Contracting Entity
1. The Agreement shall comprise of:

111, Each set of Commercial Terms;

112. The Service Terms;

113, Any applicable Price Plan Guide(s);

114. These General Terms;

115.  Onsim’s Standard Price List;

116.  Any other document expressly referred to in
this Agreement; which apply in decreasing
order of precedence.

12. By entering into the Agreement, the Customer
confirms that it is contracting as a business and
not a consumer.

N

Definitions — the defined terms in the Agreement shall
have the following meanings:

Additional Services — additional or supplemental
services for which a charge is made in additional to
the fixed periodic charges for Services (if applicable).
Age Restricted Services — any Services for use only by
customers 18 or over.

Connection — the procedure by which we give you
access to Services. ‘Connected, ‘Connecting’ and re-
connection’ have corresponding meanings.
Confidential Information = information which would
reasonably be regarded as confidential by a
businessperson concerning the operations, business,
services, knowhow, suppliers, customers, or products of
the disclosing Party by a Party to the other Party before
or after the Commencement Date.

Disconnection — the procedure by which we stop your
access to Services. ‘Disconnected,, ‘Disconnect’ and
‘Disconnecting’ have corresponding meanings.
Equipment — Any tangible material, but not a SIM card,
supplied by Onsim to a Customer, such as a mobile
phone or a connecting cable.

Equipment Subsidy — Original Equipment value less any
upfront payment made by the Customer towards the
Equipment

Handset — the device or mobile handset that is
authorised by us for Connection to the network which
is used to access Services.

Intellectual Property Rights — Rights in, and in relation to,
any patents, registered designs, design rights,
trademarks, trade and business names (\'nclud\'ng all
goodwill associated with any trademarks or trade and
business nomes), copyright, moral rights, databases,
domain names, topography rights and utility models,
and including the benefit of all registrations of,
applications to register and the right to apply for
registration for any of the foregoing items and all rights
in the nature of any of the foregoing items, each for
their full term (including any extensions or renewals
thereof) and wherever in the world enforceable; rights
in the nature of unfair competition rights and to sue for
passing off, and trade secrets, confidentiality and
other proprietary rights, including rights to know-how
and other technical information.

Messaging services — any email, fax and voicemail
services, text message and multimedia messaging
services, personal information management and
other message or communication facilities which let
you communicate with others.

Network — the telecommunication systems Onsim uses
to provide Services.

Onsim — ONSIM LTD, registered number 08429703, and
registered office 86-90 Paul Street, London, England,
EC2A 4NE

Premium Services — any Services which re charged at
premium rates. You can only access these Services,
such as International Calling and International
Roaming, with our approval.

Services — the Services offered by us, including Call
Services, Messaging Services, Storage Services, Age
Restricted Services and Premium Services, which we
agree to provide for you.

SIM / SIM Card(s) - a subscriber identity module card is
an integrated circuit sorting user specific  data,
including your phone number and allows use of
equipment on the Network

Session Initiation Protocol (SIP) — is a communication
protocol for singling and controling multimedia
communication sessions in applications or internet
telephony for voice over Internet Protocol (IP) networks.
Storage Services — any Services which offer you
storage capacity on the network for storage of content
which you access from us.

Suspension — the procedure by which we temporarily
Disconnect your access to the Services. 'Suspend’ has
a corresponding meaning.

Subsidy — A sum Onsim invests in the Customer,
including cash bonus, connection bonus, Technology
Fund, Equipment Discount, as set out in the
Commercial Terms.

UK — England, Wales, Scotland, Northern Ireland and
adjacent islands (e.g. Isle of Wight) but excluding the
Channel Islands and the Isle of Man.

User - An individual end user of the Equipment and/or
Services under this Agreement.

3.Key Points

31 The General terms for Services only cover the
terms on which you may use the Services. They
do not cover your purchase or rental of
Handset(s) or Hardware.

32. Services will be provided within our network
provider's network area but it's always possible
that the quality or coverage may be affected
at times.

33, You must not use the Services for any illegal or
improper purposes. Anyone under 18 is not
permitted to access Age Restricted Services.

34. You agree that we and our network provider
can process your personal data which we
collection or which you submit to us during any
sales or registration process, for a number of
purposes, including to open and manage an
account for Services, to deliver products and
Services ordered by you, for credit checking
and fraud prevention, (subject to your
preferences) as set out in our ‘Privacy Policy’ in
the Terms of Service.

4. Terms of Services

41 About your agreement. It is your responsibility
to make sure any SIM or SIP account is only
used to access Services as permitted in this
agreement. This agreement does not cover
the supply of your Handset(s) or Equipment.
The manufacturers  of  Handsets  and
Equipment are note related to us,

42. Varigtions to your agreement or prices. We
may vary any of the terms of your agreement.
You can end the agreement if such variations
are to your detriment except that you will not
be able to end the agreement if such variation
or increase;

421 is due to changes to the law, government
regulation or licence which affect us; or
422 relates solely to Additional Services,

43, If you carry on using Services after the variation
commences, you will be deemed to have
accepted the variation.

44.  Onsim may reasonably increase the prices set
forth on the price list and any other schedules,
at any time and for any reason, by giving at
least 30 days prior notice of the new price.

5. Signup

51 The person signing up for an account will be
automatically assigned as a super administrator
("Super Administrator’), the customer contact
who has day to day responsibility for the
Customer account. Your account is only for use
by either a single legal entity (eg. company of a
partnership) or an individual user.

52. You must provide the Customer legal full name,
address, a valid email address and any other
information requested in order to complete the
sign-up process.

53. The Customer acknowledges that, if the
Customer allows a third party to open an
account on their behalf or designates any of the
third party’s personnel as Super Administrators of
the Customer's account, the third party will be
able to control account information, including
Customer Data, and access to the Customer's
account.

54. You confirm that all end users are 18 years old or
older.

55. To access and use Onsim services, the customer
is required to complete the account registration
process online via the Onsim website. This
process must be carried out personally by the
Customer and cannot be completed by the
Onsim support team or any representative on the
customers behalf. The customer is responsible for
ensuring that all information provided during
registration is accurate and up to date. Failure to
complete the registration process correctly may
result in delays or denial of service.

5.6. To use Onsim's services, the Customer must be a
current resident of the United Kingdom, hold an
active UK bank account and activate the SIM card
on a UK mobile network. These conditions are
mandatory unless the Customer has received
prior approval from the Company for alternative
arrangements. Failure to meet or maintain these
requirements may result in  suspension or
termination of services without refund

57. Itis the Customers responsibility to ensure that
their device is compatible with Onsim’s services
and that they select the correct SIM card type
(Physical or eSIM) during the sign up process.
Onsim does not guarantee compatibility with all
devices. No refunds, exchanges or credits will be
issued if the service does not function due to
device incompatibility or incorrect SIM type
selection by the Customer.

58.  Onsim may ask for additional information or carry
out further checks to verify to your identity at any
time while you use our services. These checks
may be carried out for any reason, and Onsim
does not have to provide a reason. Any
information collected will be handled securely in
line with our privacy policy and data protection
laws. If you do not provide the information
required to verify your identity, Onsim may
suspend or terminate your services without
notice.

6. Commencement of Services & Term

81 By agreeing to use our services you understand
that you are entering expressly into a business-
to-business contract and therefore there is no
cooling off period or 14-day cancellation period
for any of our Services (this is consumer
legislation).

82. All services are subject to a 30-day cancellation
period unless advised otherwise.

83. Onsim reserves the right to charge additional
fees for any customisation of your system. This will
be quoted on request.

684. When adding additional Services to an active
account, payment will be taken on the day of
activation and will cover the period from the day
of activation until your next renewal date. This will
be a pro-rata payment. Onsim will also pro-rata
the allowance for the new services.



7. Availability and Support

71

72.

73.

74.

75.

78.

77.

78.

We will endeavour to make the Service available
to Customers and users 24 x 7, however we shall
not be liable if for any reason the Service is
unavailable at any time or for any period.
We may suspend access to your account
temporarily and without notice in the case of
system failure, maintenance or repair or due to a
Force Majeure Event.
We will provide technical support to you only
when a ticket is raised correctly through the
prescribed channels. To raise a ticket an email
must be sent to support@onsim.uk or you may
raise a support ticket through your online
dashboard (app.onsim.uk) in the first instance. We
reserve the right to refuse to service your
technical support request if you do not have a
valid open ticket reference number. Technical
support is available only during working hours (9-
5 Monday to Friday excluding bank holidays).
Technical support will only be provided for bugs
or errors that are reproducible by us. You agree
to provide us with full and accurate details of all
bugs and errors, on request (see 76). You
acknowledge that we provide no warranty that all
or any bugs or errors will be corrected.

We will provide technical support in accordance

with our service level agreement. Onsim reserve

the right to vary from time to time any published
service levels.

We will not tolerate any abusive or aggressive

behaviour towards our staff. This behaviour may

prevent us from being able to provide the
appropriate  support and my result in your

Services being terminated,

Logging faults. For any faults we will require the

following information. Without all of the below we

will be unable to resolve the fault or adhere to our

SLAs:

781 Exact nature of fault (Detailed description of
the issue you are experiencing)

7.8.2. Confirmation of which users are affected
(extension  numbers or direct dial
information)

7.6.3. A minimum of 3 call/SMS examples of where
the fault has occurred, these examples
must be from within the last 72 hours. The
details we need for each call are:

763].  Whether it is an inbound/outbound
call
7632 Time & date of call

7633, Al numbers involved in the call (for

example extension 2001 rang

O7xxx00000x¢ or - call from O7xxxxxxxxx

came into our Main line OIXXXXXXXXX,

picked up by extension 2001)

Post code location when the call

occurred

76.4. Make and model of device being used

7.6.5. Confirmation that all settings are correct as
per the Onsim Support Guides

Service Level Agreements

771 Our current service level agreements are
detailed in our  support  guides.

[supportonsim.uk/he/en-

Raising-Support-
Tickets-and-Service-Agreements

On occasion, to investigate and resolve complex

technical issues, our technical team may request

to enable advanced debugging or call recording

on your account. Such measures will only be

activated  upon  receiving  your  express

permission for the specific issue being

investigated. Any recordings or data captured

during this process will be used strictly for

troubleshooting and diagnostic purposes.

7634

8. Allowances, Bundles and Fair Usage Policy

8l

82.

You acknowledge and agree that our Fair Usage
Allowance is set from time to time based on the
average fair and reasonable needs of
administering a business.

You acknowledge and agree that our "Unlimited
UK Landline & Mobile" Call & SMS plans are:

83.

84.

85.

86.

87.

88.

89.

810.

8l

812.

821 not intended or suitable for high volume
contact centres, making automated phone
calls, high volume outbound sales &
marketing, bulk SMS or any other usage than
that equivalent to the average fair and
reasonable needs of administering a
business and

822. capped at our Fair Usage allowance with
further calls or SMS beyond that limit
charged at the prevailing out of bundle
prices.

Your inclusive bundle will be re-set on the plan
anniversary date and will not roll over.
Call charges for any calls which fall outside of
your inclusive allowances (based on your tariff)
will then be rounded up to the nearest penny. In
addition, Onsim may apply a call connection
charge to each call.
The system will check your usage on an hourly
basis and automatically send any appropriate
usage alerts. Onsim does not guarantee the
accuracy or timeliness of usage information and
will not be held responsible for any overages
incurred between hourly usage checks, for any
delay or failure in receiving usage data from the
network, or for the non-delivery of alerts. You
remain solely responsible for all usage on your
account, including any charges incurred in
excess of your plan allowances, regardless of
whether usage data is delayed, unavailable, or
not received from the network. Any such overage
will be billable. Onsim may impose a credit limit
on your account to help prevent fraudulent use;
this is intended to reduce the risk for Onsim in
providing the Services and is not intended to
operate as a balance control or spending cap.

In the event that you exceed the limits included in

this fair usage policy:

861 We will charge you outside bundle charges
as described above.

86.2. We reserve the right to switch you to a more
appropriate tariff or call package at any
time.

86.3. We reserve the right to suspend the Service.

864 We reserve the right to terminate this
Agreement with immediate effect.

Inclusive UK calls are defined as;

871. Calls to UK Geographic Landlines beginning
01,02 and 03.

872 Calls to UK mobiles on major networks
beginning 07

873 Calls  to  non-Geographic
beginning 0808 and 0800.

874.They do not include calls to non-
Geographic numbers beginning 0845 or
premium numbers beginning 0870 or 090,
personal 07 numbers, directory enquiry
numbers or internet access numbers.

Roaming Services are excluded from any
bundles.
Onsim may exclude from bundle allowances any
calls or messages which it reasonably believes
are being used for forwarding services, onward
calling services or numbers that pay a revenue
share.
Bundles are designed and priced to allow
customers to manage their usage and monthly
spend but are not designed for subscribers to use
exactly the bundle amounts in every month of the
contract.
Onsim reserves the right to terminate Services for
subscribers who consistently use the exact
amount of Bundle allowance (to the nearest 0.5%)
or who exceed the fair usage policies for calls,
SMS, MMS or data in more than three consecutive
months,
Where the Service is referred to unlimited, the fair
usage allowance will be 5,000 voice minutes, 1,000
text messages (including MMS) and 100GB of data
in any one billing period. Any usage above these
limits will be deemed to be not for business use
and Onsim reserves the right to charge for usage
at out of Bundle rates after these thresholds have
been exceeded.

numbers

©

813.

814.

815.

8l16.

817.

A bundle cannot be shared between users. A
bundle that is applicable to our mobile service is
for usage by a single device containing an Onsim
SIM Card and may not be shared across multiple
connected devices. Where a twinning service has
been added, you my use the allowance on one
other twinned IP device or softphone app from
our approved lists.

You may upgrade your bundle at any time. A pro-
rata payment will be collected at the time of the
upgrade to cover the increased price from the
time of the upgrade to the next renewal date.
Upgrades cannot be applied retrospectively.

Any request to downgrade will be processed with
effect from your next renewal date. Downgrades
cannot be applied retrospectively.

Onsim reserves the right to replace, amend or
withdraw at any time; any of the bundle products
(in whole or port); the charges for a bundle; the
out of bundle charges; the inclusive allowances
of a bundle; or these terms. Onsim will send
notices to the registered email address on the
account and will give you at least 30 day’s notice
if it deems such changes to be materially
adverse. If you continue to use this bundle after
the date on which the change comes into effect,
such use of the bundle shall constitute
agreement to the changed terms. If Onsim
increases any bundle charges you are liable for
these under this Agreement.

Notwithstanding the above, Onsim reserves the
right to make any changes to the Bundle which
are required to conform to any applicable safety
or other legal or statutory requirements, or which
do not materially alter their quality or
performance. Such changes shall not entitle you
to cancel the Bundle without incurring applicable
fees, regardless of whether such changes are
materially adverse to you.

Default roaming and Dialling Restrictions

9l

92.

93

94.

95.

96.

97.

98.

99.

9l0.

al.

You acknowledge that by roaming outside of the
Home Zone you will be liable for any and all
charges incurred and that any minutes, SMS, MMS
or Data usage will not be in any inclusive bundle
allowance that you may have.

By default, we block all International Calling and
premium rate calling on our Service.

The inability to call International or premium rate
numbers is not grounds for breaking your
contract as they are expressly not included in
your package.

To enable roaming outside the Home Zone you
will need to request this via email to our support
team at least 72 working hours before you travel.
Calls made outside of the Home Zone have a
minimum duration of 80 seconds and are billed
in 60 second increments.

When roaming outside of the Home Zone calls
have a minimum duration of 60 seconds and are
billed in 60 second increments.

SMS messages are billed per SMS text message.
MMS messages are billed as 1 SMS plus Data
charges for digital attachment to the message.
Roaming charges will be applied as per our
current tariff guide.

We strongly advise checking roaming charges
before using your SIM outside the Home Zone as
roaming charges are significantly  more
expensive.

You can apply to have dialing restrictions
removed by emailing our support team
(support@onsim.uk). Removal of these blocks or
restrictions is entirely at our discretion and is
based on a range of factors such as;

ol Credit check
92, Behaviour prior to requesting block
removal

9l3.  Company status

9ll4. The cost of the International numbers you
intend to calll

9nb.  Your payment history with us


mailto:support@onsim.uk
https://support.onsim.uk/hc/en-us/articles/5135746346001-
https://support.onsim.uk/hc/en-us/articles/5135746346001-
mailto:support@onsim.uk

10. What we will provide to you.

10.1.

10.2.

Number Porting

1011 We will support inbound and outbound
number porting and number migration
wherever this is technically possible.

1012, Standard charges published in our
guides will apply to all porting and
migrations.

1013, We cannot guarantee that any porting
requests will be successful and will
charge for failed, cancelled or rejected
porting requests.

1014, If all information has not been submitted,
we will be unable to action your port
request. If the port fails due to incorrect
information being supplied additional
charges will apply.

A phone number and SIM
1021 We or our network provider own each SIM,
and each SIM remains our or their
property at all times. You are being
allowed to use the SIM by us on a limited
licence to enable you to access Services.
In accordance with the terms of this
agreement. We or they may recall the
SIM(s) at any time for upgrades,
modifications, misuse or when your
agreement ends. You can only use our
SIM to obtain Services from us. If you
misplace the SIM, you must inform us as
soon as possible and we will charge you
for a replacement.
Each SIM may only be used in Handsets
which are enabled for Services and are
authorised by us for connection to the
network provider. Any attempt to use the
SIM in other handsets may result in
serious damage to the Handset and may
prevent you from being able to use it,
including the making of emergency calls.
In these instances, we and our network
provider are not responsible for any such
damage or usage problems.
A supported handset must be used,
please refer to the list of supported
devices here
(https://supportonsim.uk/hc/en-
us/articles/31590948174737-Supported-
Mobile-Handsets). Handsets must be
unlocked (ie. they must not be
constrained to a single network Operator
service or Network) in order to work with
the SIM. If a handset has been previously
locked to a network and then
subsequently unlocked, Onsim cannot
warrant that the SIM will work in such a
device.
SMS services are supported only on
mobile numbers. Non-mobile numbers
(includ\'ng, but not limited to, landline,
VolIP, or virtual numbers) may not be SMS-
enabled. Onsim cannot guarantee that
all numbers are capable of sending or
receiving SMS messages and accepts no
responsibility for failed or undelivered SMS
messages where the number used does
not support SMS functionality. Numbers
will only be enabled for SMS where the
customer has selected a plan that
includes an SMS allowance; if no SMS
allowance is included in the chosen plan,
outbound SMS will not be enabled.

The customer is solely responsible for

testing and verifying the functionality of

any new telephone numbers provided by

Onsim before publishing, printing or

distributing them (eg. on business cards,

marketing materials, websites or
signage). The company accepts Nno
liability for any costs, losses, or damages
incurred as a result of the Customer
failing to test the number(s) prior to use.

It is the Customers responsibility to

ensure the number is active and

1022

1023

1024.

1025.

operating as expected before relying on
if for business or personal purposes.

10.3. A phone number and SIP account

1031 Your SIP credentials may only be used in
a device that is expressly supported by
Onsim.

To help secure the network services,
Onsim may either provide you with SIP
credentials to allow you to provision your
handset yourself, or, at your request, an
Onsim engineer may provision the
handset on your behalf. Where the
handset has not been purchased
through Onsim and you elect for
provisioning to be carried out by an
Onsim engineer, an additional charge will
apply for this service.

We are not obliged to provide passwords
or usernames (SIP credentials). SIP
credentials will only be provided to
customers via our secure ticketing
system. Where SIP credentials are
provided, it is the sole responsibility of the
customer to keep these credentials
secure and confidential.  Any use,
charges, losses, damage, or other liability
arising from the misuse, compromise, or
unauthorised use of SIP credentials shall
be the sole responsibility of the customer.

1032

1033

104. Rental Hardware.

1041 If rental hardware is included in your plan
we will provide (a) rental handset(s) for
you to use.

1042. The rental hardware remains the

property of Onsim at all times.

You may only use the rental hardware to
access our Services.

Rental hardware must not be serviced,
altered or modified in any way.

1045. The rental hardware must not be
removed from the address it was
delivered to or installed at without prior
written approval.

If there is any damage to rental hardware
you must notify us immediately.

In the event that we deem that the
phones have been damaged as a result
of anything other than responsible wear
and tear you will be charged the full price
to replace the handset.

On termination of your contract, you must
return all rental hardware, complete with
cables, cradles, batteries and power
supplies at your cost. Any parts or
hardware not returned within 30 days of
the end of your contract will result in
charges being applied for the full price of
replacement.

Certain parts of rental hardware are non-
replaceable for example the plastic
bases of Yealink Handsets. In the event
that a non-replaceable part is missing
from your returned rental hardware we
reserve the right to charge the full
replacement cost for the entire unit.

1043

1044

1046.

1047,

1048.

104.9.

1. Services

T

Once you are connected, we will provide you with
access to our Services. The Services will include
premium Services, provided you ask for them and
we approve, and may also include Age Restricted
Services, provided you are 18 or over and you do
not show or send any content from Age
Restricted Services to anyone under 18,

You will also be able to upload and send your own
content using the services. You grant us and our
network provider a royalty free, perpetual and
worldwide licence to store, transmit or otherwise
deal with any content you upload on the Services
We may change, withdraw or modify some, or
part, of the Services from time to time. This may
be because of changing technologies,
obsolescence, new or different product features,
changing content providers or the need to

remove, replace or modify content. Subject to
Section 42, you can end the agreement if this
variation is likely to be of detriment to you; and
also determine how services are presented and
delivered to the handset or are otherwise made
available to you. We can change the way they
are presented, delivered or otherwise made
available to you at any time.

12. Limitation of Services

121

We will always try to make Services available to
you. However, Services are only available within
our coverage area. Within this, there may be
areas where you do not have access to all
Services or where coverage is otherwise limited
or unavailable. For more information about
coverage, please email support@onsim.uk

13. Disruption of Services

181

There may be situations where Services are not

continuously available, or the quality is affected

and so we cannot guarantee continuous fault-
free Service. For instance:

1311 when we or our network provider perform
upgrading maintenance or other work on
network or Services.

1812, when you move outside our service area
whilst you are on a call (in this case the
call may not be maintained).

1813.  when you are in areas not covered by our
network. In these cases, Services reply on
other operators' networks where we have
no control; and

1314, because of other factors outside our
control, such as the features or
functionality of your Handset, regulatory
requirements, lack of capacity,
interruptions to services from other
suppliers, faults in other communication
networks, the weather or radio
interference caused by hills, tunnels or
other physical obstructions.

1816, Local and third-party networks & ISP's you
can connect to your SIP account.

1816.  Loss of signal due to a mast being taken
down in your area by another network or
a fault/maintenance being carried out
on a mast.

14. What you will do in return

141,

142

Secure your PIN, Passwords, SIM & SIP Credentials

1410 As we or our network provider own the SIM
and it remains our property at all times,
you must ensure that you keep the SIM
safe and secure whilst it is in your
possession and you must ensure that you
are able to return it to us, if required to do
so by us at any time, as set out in these
terms.

1412, To secure your local network and not
allow unauthorised access to
provisioned equipment.

Responsible use of Services. You may only use

Services as laid out in this agreement and for your

own internal business operations. This means you

must not resell or commercially exploit any of the

Services or content.

You must not use Services, the SIM or phone

number or allow anyone else to use services, the

SIM or phone number for illegal or improper uses.

For example:

14.31. for fraudulent, criminal or other illegal

activity.

in any way which breaches another

person’'s rights, including copyright or

other intellectual property rights.

to copy, store, modify, publish or distribute

Services or content (including ringtones),

except where we give you permission.

to download, send or upload content of

an excessive size, quantity or frequency.

in any way which breaches any security
or other safeguards or in any other way
which harms or interferes with our

1432.

1433.

1434,

14.35.


https://support.onsim.uk/hc/en-us/articles/31590948174737-Supported-Mobile-Handsets
https://support.onsim.uk/hc/en-us/articles/31590948174737-Supported-Mobile-Handsets
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144.

145.

14.6.

network, the network or systems of others
or Services.
to falsify or delete any author attributions,
legal or other proper notices or
proprietary designation or labels of the
origins of tr source of software or other
content contained in a file that you
upload; and
to use of provide to others any directory
or details about customers.
licence, sublicence, sell, rent or lease or
otherwise permit third parties to use the
Services
use the Services to provide Services to
third parties (eg. as a Service bureau)
circumvent or disable any security or
other  technological  features  or
measures of the Services.
reverse engineer any element of the
Services or use the Services of any of
Onsim’'s ~ Confidential  Information  to
compete with the Services.
modify, adapt or hack the Services to
falsely imply any sponsorship  or
association with  Onsim, or otherwise
attempt to gain unauthorised access to
the Services or its related systems or
Networks.
use the Services in any manner that
interferes with or disrupts the integrity or
performance  of the Services or
components of the Services.
use the Services to knowingly post,
upload, link to, send or store any content
that is unlawful, racist, hateful, obscene,
discriminatory, or that contains any
viruses, malware, Trojan horses, time
bombs, or any other similar harmful
software.
attempt to use any method to gain
unauthorised access to any paid
features of the Sites.
use automated scripts to  collect
information from or otherwise interact
with the Sites or Services.
deep link to the Sites for any purpose,
unless expressly authorised in writing by
Onsim.
impersonate any other user of the
Services; or use the Services in violation of
any social media network acceptable
use policy, terms of use or any similar
policy or terms. You shall not use the
Services for surveillance purposes or
gathering intelligence
You must always co-operate with us and follow
our reasonable instructions to ensure the proper
use and security of the Services and your
account. You must only use Handsets authorised
by us for Connection to our network and also
comply with all relevant legislation relating to
their use.
We may publish an acceptable use policy, which
provides more detail about the rules for use of
certain Services in order to ensure that use of
Services is not excessive, to combat fraud and
where Services we may introduce required
certain rules to ensure they can be enjoyed by
our customers. If we publish a policy, we will let
you know — such policy may be amended from
time to time — for instance, if we discover that the
Services are being used fraudulently or for
fraudulent purposes, or the excessing use of
certain Services is causing problems for us, our
network provider, its system or for other users or if
we introduce new Services which may require
certain rules to ensure that such new Services
can be enjoyed by our customers, again, we will
let you know if this happens.
Responsible use of Messaging and Storage
Services. While using the Messaging Services, you
must not send or upload

1461 anything that is copyright protected,

unless you have permission.

14386.

1437.

1438

1439

14.310.

14311

14312.

14313,

14314,

14.315.

14316

14.317.

14.318.

14.7.

14.8.

1462.  unsolicited bulk or commercial
communications or other
unauthorised  communications, or
knowingly send any viruses; or
anything that is obscene, offensive,
abusive, defamatory, menacing,
harassing, threatening or is unlawful in
any other way.

Responsible use of Age Restricted Services. If you
are under 18, you are not permitted to access our
Age Restricted Services (if any). If you are 18 or
over and you access the Age Restricted Services,
you must not show or send content from the Age
Restricted Services to anyone under 18. You must
also ensure that you have deactivated any
access to Age Restricted Services if you let
anyone under 18 use your handset

Responsible use of Services outside of the UK. If
you use Services in a country outside of the UK,
your use of the Services may be subject to laws
and regulations that apply in that other country.
We are not liable for your failure to comply with
those laws or regulations.

14.6.3.

. Onsim shall have the right to terminate this

Agreement, in its sole and absolute discretion, if it
reasonably suspects that a Subscriber has
violated any of the foregoing restrictions.

16. Our Rights — Intellectual Property

15.1.

15.2.

15.3.

155.

All rights, including copyright in Services and their
content, belong to us, our network provider, or our
licenced source, such as a content provider. We
and they reserve all our and their rights

The '3 trademark and other related images, logos
and names on the Services are proprietary marks
of the Hutchinson Whampoa group of
companies. We and they reserve all our and their
rights.

The 'O2 trademark and other related images,
logos and names on the Services are proprietary
marks of the Telefonica UK group of companies.
We and they reserve all our and their rights.

The 'Vodafone' trademark and other related
images, logos and names on the Services are
proprietary marks of the Vodafone group of
companies. We and they reserve all our and their
rights.

The 'EE' and ‘Everything Everywhere’ trademark
and other related images, logos and names on
the Services are proprietary marks of the
Everything Everywhere group of companies. We
and they reserve all our and their rights

16. Suspension of Services

16.1.

16.2.

16.3

We may suspend any or all of the Services you
use without notice if:
1811 we reasonably believe you have
provided us with false or misleading
details about yourself, or we reasonably
believe that you have used Services, the
SIM(s), SIP Accounts or a phone number
for illegal or improper purposes in
contravention of our responsible use
requirements.
we receive a serious complaint against
you which you believe to be genuine (for
example, if we receive a complaint that
you are using Services in any of the ways
prohibited in our terms and conditions).
we are required to suspend your Services
by the emergency services or other
government authorities.
If we suspend any or all of your Services, you will
still be able to make emergency calls (unless they
have been suspended at the request of the
emergency services).
Inactivity Policy
1831  Onsim reserves the right to cancel any SIM
card that has remained inactive for a
continuous period of 90 days. Inactivity is
defined as lack of outbound calls, inbound
calls answered by the SIM or data usage.

1612.

1613.

16.32.  Upon cancellation of the SIM for inactivity,
any associated phone numbers  will
remain active and transition to a Virtual-
only state.

Inbound calls to these numbers will
continue to be processed according to
the configuration established on  your
Onsim dashboard, including diversions to
other lines or voicemail.

As the phone numbers remain active
and reserved for the customer's use,
monthly Subscription fees will continue
to apply and be billed in accordance
with Section 26.

To cease dll recurring charges, the
customer must formally request the
cancellation of the number/line via the
procedure outlined in Section 171. Onsim
will continue to bill the Customer until a
formal cancellation request is received
and confirmed via email.

186.3.3.

18.34.

186.35.

17. Termination of Services

171,

17.2.

17.3.

174.

17.5.

17.6.

Request to terminate your Services must be
emailed to support@onsim.uk and be sent from
the email address we have registered to your
account; this instruction cannot be accepted
over the telephone or via our live chat.

You will receive a confirmation of your request via
email.

You must pay for all services used up until your
contract end date. You are responsible for
properly cancelling your Services in accordance
with the cancellation policy outlined in this
Agreement. Continued monthly billing will occur
until a formal cancellation request is received
and confirmed via email.

Onsim reserves the right to terminate your
Services immediately due to abusive or
aggressive behaviour towards our staff.
Cancellation of your payment method or direct
debit does not constitute cancellation of your
contract or services — if you wish to terminate
your services with us you will need to do so as
outlined in this Agreement.

Porting a landline or mobile telephone number
away from Onsim whether in whole or in part,
does not constitute cancellation or termination of
your Services or this Agreement. If you port a
number away from Onsim and do not submit a
valid cancellation request in accordance with
this Agreement, your Services will remain active
and you will continue to be billed in line with your
contract terms until a cancellation request is
received and confirmed by us via email. No
refunds, credits or waivers of charges will be
issued for any period prior to the effective
cancellation date. All applicable notice periods
will apply from the date we receive your valid
cancellation request, not from the date of any
number porting activity.

18. Ending this Agreement and Disconnection of Services

181

182.

184.

We may end this agreement because of your

conduct.

In the following cases, we may end your

agreement immediately and you have to pay all

the Charges you owe up until we Disconnect you:

1821 if we have the right to Suspend your
Services on any of the grounds in section
14 and we believe that the grounds are
serious and have not been or are unlikely
to be rectified.

1822 if we believe that your use of our Services
is jeopardising the operation of our
network providers network or is of an
unacceptable nature; or

1823, in the event of your bankruptcy,

insolvency or death

. We may end this agreement if there is no network

access or Services.
We may end your agreement if we no longer
have access to other operators networks, which
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185.

186.

187.

we need in order to provide the Services, or we
are no longer able to provide the Services due to
factors beyond our control or because we cease
business.

If you are a consumer, any statutory rights which
you may have, which cannot be excluded or
limited, will not be affected by this section. For
more information on your statutory rights,
contact your local authority Trading Standards,
Department or Citizen's Advice Bureau.

Effect of this Agreement Ending. If this agreement
ends, we will Disconnect you and you will not be
able to use Services or make emergency calls.
We my end this agreement if you fail to provide
additional identification or information when we
request it to verify your identity.

19. Liability

191

19.2.

Limits on our liability. All of our obligations to you
relating to Services are set out in your agreement.
If you wish to make any variations to this
agreement or rely on any other term, you must
obtain our agreement to the variation or term in
writing, except as set out in 14.3:

19.1 all other terms, conditions and warranties
relating to Services are excluded.

Our and our network operator's entire
liability to you for something we do or
don't do will be limited to £3,000 for one
claim or a series of related claims; and
we and our network operator are not
liable for any loss of income, business or
profits, or for any loss or corruption of
data in connection with the use of
Services. We and our network operator
are not liable for any loss or damage that
was not reasonably foreseeable when
you entered into the agreement.

Nothing in this agreement removes or limits our
liability for fraud, for death or personal injury
caused by our negligence or for any liability
which can't be limited or excluded by applicable
law. If you are a consumer, the terms of this
agreement will not affect any of your statutory
rights which you have, which cannot be excluded
by this agreement. For more information on your
statutory rights, contact your local authority
Trading Standards, Department or Citizen's
Advice Bureau.

1912

1913.

20. Services — Areas Where We Have No Responsibility

201

202.

203

We will try to ensure the accuracy, quality and
timely delivery of Services. However:

2011 we and our network operator accept
no responsibility for any use, or reliance
on, Services or their content, or for any
disruptions to, or any failures or delays
in, Services. This includes, without
limitation, any alert Services or virus
detection Services; and
we and our network operator do not
make any representations as to the
accuracy, comprehensiveness,
completeness, quality, currency, error-
free nature, compatibility, security or
fitness for purpose of Services or their
content. They are provided to you on
an‘as is’ basis.
we and our network operator are not
providing you with advice of any kind

2012.

2013.

(including without limitation
investment or medical advice). Where
Services contain investment
information, we do not make

invitations or offer inducements to

enter into any investment agreements.
We and our network operator will not be liable for
any loss you may incur as a result of someone
using your PINs or passwords, with, or without, your
knowledge; or if we or they cannot carry out our
duties, or provide Services, because of something
beyond our control.
Others' content and services — Areas where we
have no responsibility

204.

2031 you may be able to use Services:
20311 to upload, email or transmit
content using Services; and
20312 to access content which is

branded or provided by others
and to acquire good and
services from others. Where we
provide you with such access, all
we do is transmit the content to
you and we do not prepare or
exercise control over the content,
goods or services. We and our
network  operator are  not
responsible or liable in any way
for, and do not endorse, any of
this content, goods or Services.
This Section 20 will apply even after this
agreement has ended.

21. Privacy Notice and Your Information

211

21.2.

213.

We may pass and share your information to our
network provider, other communications service
providers and network operators for the
detection and prevention of theft and fraud, and
to carry out any activities or disclosures to
comply with any regulatory, government or legal
requirement.

If you use Services from a country outside of the
UK it may be necessary to transfer your
information to that country. If that country is
outside of the EEA, the treatment of your personal
information may be subject to laws and
regulations applying in that country and which
may not protect your information to the same
standards, applying in the UK and EEA.

We reserve the right to share your personal
information, including contact and billing details,
with third party debt collection agencies in the
event of non-payment or default on your
account. This disclosure will be made solely for
the purpose of recovering outstanding debts
owed to us and will be carried out in accordance
with applicable data protection and privacy laws.

22. Data Processing

221.

222.

223.

224.

225.

226.

227.

228.

Each party undertakes to comply with its
obligations under relevant applicable data
protection laws, principles and agreements.

To the extent that personal data is processed by
us on your behalf when you or users use the
Service, you acknowledge that we are a data
processor, and the Customer is a data controller.
The terms of the Data Processing Agreement
shall apply to all Customer Data that we process
on your behalf.

Any information that you provide to us during
signup or information provided when ordering
the service (such as the Customers email
address) will be used by us in accordance with
the terms of the Privacy Policy.

If a third party alleges infringement of its data
protection rights, we shall be obliged to take
measures necessary to prevent the infringement
of a third party’s rights from continuing.

Onsim may monitor and record calls relating to
customer services and telemarketing. We do this
for training purposes and to improve the quality
of our Services.

We may contact you before, during and after the
term of this agreement in order to administer,
evaluate, develop and maintain our Services,
Onsim operates in accordance with GDPA and in
accordance with our website ‘Privacy Policy’
available at https//onsimuk/privacy/.  You are
also required to comply with all data protection
legislation. In addition, you must maintain all
required registrations, including those reasonably
requested by us to enable us to process your
personal data in connection  with  our
performance of our obligations under this
agreement.

By registering for the Services, you consent to us
using andfor  disclosing  your  personal
information for the following purposes:

2281 processing your application (which may
involve credit checking by a licenced
credit reference agency who may record
that a credit check has been made and
disclosing certain person and account
details to a bank for the purposes of
setting up a direct debit account)
providing or arranging for third parties to
provide customer care/help  desk
facilities and billing you for the Services
(which  may involve disclosing  your
information to third partied solely for
those purposes).

to maintain  quality and for training
purposes, we may monitor and record
telephone conversations with you.

2284. to inform you about other Onsim
products or services, or products and
services from our group of companies
unless you notify our customer services in
writing, signifying that you do not wish to
receive this information from us.

to disclose all or part of your personal
data to a regulator (ie. Ofcom the
Information Commissioners Office), a
court, or to a public body to comply with
any regulatory, government or legal
requirement; and

2286. to communicate information  that
describes the habits or usage patterns
and/or demographics of the whole or
part of our customer base (including
you) but which is anonymous and does
not describe or reveal the identity of any
particular customer to any third party.
We are required by law to make your
name, address and telephone number
available to the emergency services.

2282.

2283.

22856.

2287.

23. Other Terms

231

23:

233.

234.

235.

2386.

237.

238

]

You may not transfer or assign this Agreement or
any rights under it without our prior written
consent. We may assign or transfer our rights and
obligations under this Agreement to a party who
agrees to continue complying with  our
obligations under the Agreement.

This agreement is governed by English Law unless
you live in Scotland in which case, it will be
governed by Scots Law. Each of us agrees to only
bring legal actions about this agreement in a UK
court.

If you, or we or our network provider, delay, or do
not take action to enforce our respective rights
under this agreement, this does not stop you, or
us or them, from taking action later.

If any of the terms in this agreement are not valid
or legally enforceable, the other terms will not be
affected. We may replace any item that is not
legally effective with a similar term that is.

We may assign or transfer our rights and
obligations under your agreement to a party who
agrees to continue complying with  our
obligations under this agreement, provided that
your rights under the agreement or any
guarantees given by us to you are not affected.
No other person (other than our assignee, if any)
may benefit from this agreement.

In exceptional circumstances, a government
authority may order the reallocation or change of
phone numbers, in which case we may have to
change your phone number for Services.

You confirm that you have full contractual
capacity to agree to this agreement.
The customer agrees not to
communicate with, or engage directly or
indirectly  with  any of Onsim's suppliers,
subcontractors or service providers without the
Company's prior written consent. Any such
contact must be pre-approved in writing by
Onsim. This restriction is intended to protect
Onsim'’s business relationships and confidential
information. Breach of this clause may result in
the immediate termination of the agreement
and/or legal action.

contact,


https://onsim.uk/privacy/

239,

Onsim reserves the right to request additional
verification or identification information from the
account holder at any time, for any reason,
including but not limited to compliance, security,
or account validation purposes. The account
holder agrees to provide all information
requested by Onsim within the specified
timeframe. Failure to provide the requested
information by the stated deadline may result in
immediate suspension or termination of services
without further notice. In such cases, no refunds
will be issued for any remaining service period or
unused portion of the services.

24.Third Party Rights

241

242

This agreement is entered into by us for the
benefit of us and our network provider.

For the purposes of the Contracts (Rights of Third
Parties) Act 1999 it is intended that our network
provider will have the right to enforce any rights
conferred on it under this agreement and to that
extent our network provider will have the same
rights against you as would be available if they
were a party to this agreement.

26. Delivery

251

25

25

264,

265.

25

257.

~

258.

S

w

o

eSIM delivery time frame — eSIMs are sent via
email at the time of sign up. The QR code for the
eSIM will be sent to the email address you used to
register the account. It is the customers sole
responsibility to inform Onsim if the QR code for
the eSIM is not received so that another can be
sent.

Physical SIM delivery time frame — our SIMs are
despatched via Royal Mail. SIM orders received
before 2pm Monday-Friday will be sent out on the
day that they are ordered. Orders received after
2pm will be despatched on the next working day.
Please allow 3-5 working days for delivery.
Physical SIM delivery address — We use the
address we deliver your SIM to as proof of
address. If the SIM is delivered to an address
which is not the same as the one your method of
payment is registered under, we reserve the right
to query this and may request further proof of
address documentation. SIMs will be delivered to
an alternative address at Onsim's discretion.
Delivery charges — Our Standard UK charge
covers packing and postage. All delivery charges
will be shown at checkout.

Hardware delivery timeframes - Standard
delivery for phone hardware is by courier. When
ordered before 3pm Monday-Friday we aim to
deliver next day but please allow up to 3-5
working days for delivery. Delivery will be
attempted between 8am and 6pm. Any charges
for failed deliveries may be passed on to the
customer (see below for more detail). If any
products you've requested aren't in stock, we will
email you to let you know as soon as we are
made aware by our supplier.

Delivery locations — We deliver to all postal areas
in the UK, including England, Walles and Scotland.
Delivery to addresses on islands or in remote
areas of the UK mainland may take a little longer
than our usual delivery times, with delays possible
if you live in the following postcode areas: AB, BT,
DD, GY, HS, IM, IV, JE, KW, PA, PH, PO30 — PO4], TR2I —
TR25, ZE. If we believe that the delivery address
you have given may not be secure (for example,
if it is 0 communal postal address or PO Box) we
may contact you to make alternative
arrangements.

Failed deliveries for orders despatched by courier
— deliveries are usually made on Mondays to
Fridays between 8am and 6pm. If the recipient
isn't in, our courier will leave a card confirming
that they have tried to deliver your parcel, and it
will be held at your local DPD depot. Please find
help and advice from DPD here

Partial orders — if there are any items missing
from the order (as detailed in your order

269.

confirmation email), please contact support at
support@onsim.uk

It is the Customers sole responsibility to notify
Onsim if a SIM card is not received within the
expected delivery time frame. The company will
not be held liable for any delays or issues arriving
from non-receipt of the SIM. Upon receipt of the
SIM card, the client is responsible for activiating it
in accordance with the instructions provided.
Failure to notify Onsim of non-receipt or failure to
activate the SIM card will not entitle the customer
to any refund, credit or compensation. Onsim
accepts no responsibility for service delays or
losses resulting from such omissions.

26. Fees and Payment

261

26.2.

26.

w

264.

265.

26.6

26.7.

263

264.

265.

26.7.

26.8.

269

Any sums payable by You to Us under this
Contract are exclusive of VAT or any other Sales
Tax and shall be made in GBP (£)

As you are entering into a contract as a business
the legal entity you present is wholly responsible
for and must pay any and all charges for services
procured.

All sums payable to Us under this Contract shall
be paid in full without any deduction set off or
withholding other than as required by law. You
shall not be entitled to assert any credit, set off or
counterclaim against us in order to justify
withholding payment of any such amount in
whole or in part.

We are under no obligation to commence the
Services, unless and until we have received the
required fees and any other sums outstanding
from you to us.

We will only provide credit notes or refunds once
we have resolved the issue and a dispute has
been raised correctly through the appropriate
channels. The period for the credit or refund will
only be calculated from when we receive all the
information necessary to investigate the issue.
Once a request for an activation or order has
been placed, including any renewals, pre-orders
or backorders, you do not have the right to cancel
such arequest.

You acknowledge and agree that:

2671 Where charges on your account are
unpaid or overdue, an administration
charge will be applied to your next
invoice.

2672 We will add a reasonable charge to

your next bill to reinstate services that
have been suspended or terminated
due to your breach of your payment
obligations as per our non-standard
charges guide.
All our charges are subject to VAT at the
prevailing rate.
Your invoice will normally include charges for
active services, handset rental, line rental
allocated tariff charges and support.  Any
charges that are incurred outside of your
inclusive plan allowance will be added to your
next bill
If an engineer visits your premises, you will be
charged for this service. We reserve the rights to
use a third party for such Service.
Payments will be collected from the most recent
details we have on file for you on your renewal
date.
No complete card or bank details are accessible
by Onsim
We reserve the right to refuse any new customer:

2691 Not willing to pay by debit card, credit
card or direct debit.

2692. Where our accounts team deems
them not to be credit worthy.

2693 Due to your conduct, such as abusive
or threatening behaviour towards our
staff.

2694. Where a link can be made to a

previous account where there is an
outstanding debt.

2610 If your monthly direct debit or card payment fails,

we reserve the right to add a charge for payment

2611

2612.Non-payment of Services will

failure/non-payment to your account for every
month where the payment failure/non-payment
occurs as per our non-standard charges guide.
You will be notified of any problems with your
payments via email. Arrears and/or unwillingness
to maintain payment may result in your lines
being restricted or the immediate termination of
your Services and the loss of any numbers we
hold for you.

result in the
termination of your account, any numbers we
hold for you will then be released and we will be
unable to get these back for you. The full amount
outstanding will then be passed onto a third party
debt collection agency who will add the
maximum statutory fees for late payments under
the late commercial payments act.

2613. All payments must be received in ful, and the

customer must cover the cost of any exchange
rate or bank fees which may be incurred if paying
via BACS.

2614.0nsim reserves the right to perform a credit

check on you with non-prior given notice, and to
pass your credit history with Onsim on to other
credit agencies or the County Court.

2616. Onsim reserves the right to charge admin fees for

any requests to change your service (for example
your monthly biling date) or for any
customisation of your service.

2616.1n the event that you wish to raise a complaint or

dispute an invoice, you must contact one of our
customer support team via email within 2 months
from the date of the invoice. After such period,
any undisputed invoices will be deemed correct.

2617. Services will automatically renew each month

and will only be cancelled if we receive a written
instruction from you. Failure to use or access the
Services provided does not constitute a
cancellation. You are responsible for properly
cancelling your Service in accordance with the
cancellation policy outlined in this Agreement.
Continued  biling will occur until a formal
cancellation request is received and confirmed.

2618. Termination of your Services does not excuse you

from paying all unpaid, accrued charges due.

2619.1f you receive a refund that you are not entitled to,

you must pay it back immediately when we ask
you to.

26.20Cancellation of your direct debit does not

constitute cancellation of your contract or
services — if you wish to terminate your services
with us you will need to do so as outlined in this
Agreement.

26.21.Onsim reserves the right to charge reasonable

fees for any audits requested or initiated by the
customer. If the customer conducts or requests
an audit of Onsim's systems, processes or
records, the Customer agrees to bear all
associated costs, including but not limited to
administrative time, personnel involvement and
any third-party fees incurred in connection with
the audit. Onsim will determine the scope, timing
and duration reasonably required to complete
the audit based on the nature of the request. All
audits must be scheduled in advance and will be
conducted during normal business hours.

2622In the event that the Customer initiates a

chargeback or payment dispute without first
attempting to resolve the matter directly with
Onsim, Onsim reserves the right to immediately
terminate all associated services without notice.
An administrative fee will also be applied to cover
the cost of managing the dispute and this fee
may be added to the total amount owed by the
Customer. If the chargeback is found to be
unsubstantiated by Onsim (fraud), the Custorer
remains liable for the original amount, any
applicable late fees and the administrative fee.
Onsim reserves the right to pursue legal action or
debt recovery for any outstanding balances.
Onsim also reserves the right to report any cases
of such fraud to the police.
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26.23. Direct debit is available to customers with ten or

more active services. For accounts with fewer
than ten services, acceptance of direct debit is at
Onsim's sole discretion and may be approved or
declined without obligation.

26.24. You must have an active payment method on

your account to maintain services with Onsim. If
your payment method is removed or cancelled
and a new one is not set up, your services may be
cancelled

2625, If your account is terminated due to non-

payment and payment is received after
termination, you may request to continue your
services. Approval of this request is at Onsim’s
discretion and will take into account your
account history with us along with your previous
conduct. If approved, Onsim reserves the right to
charge an administrative fee to rebuild your
account, which must be paid before the account
can be rebuilt and services resumed.

26.26. Onsim reserves the right to charge reasonable

administrative fees for any manual requests for
reports or data exports requested by the
Customer. The cost for such reports will be
quoted at the time of the request and must be
agreed upon before the report is generated and
delivered,

2627 Upfront payments and credits

26271 Onsim plans are primarily billed on a
monthly basis. Any request by a
Customer to pay more than one
month of service in advance is subject
to  Onsim's sole and absolute
discretion.

Where an upfront payment is agreed,
Onsim reserves the right to require that
payment to be made via bank transfer
(BACS) rather than by credit or debit
card.

Upfront payments are applied as a
credit to the Customer’s account and
will be drawn down to settle monthly
invoices as they are generated.

Any usage overages or additional
charges incurred by the Custormer (as
described in section 8) wil be

deducted from the credited amount. If

26272.

26273

26274

these deductions result in an

insufficient  balance to cover the
agreed duration of the service, the
Customer remains responsible for the
remaining Onsim  will
automatically any
outstanding balance from the most
recent card held on file to ensure the
maintenance of monthly services for
the agreed duration.
26275, In
decides to cancel their service before
the upfront credit has been fully
utilised, no refunds or credits will be
issued for the remaining balance.
Upon the expiry of the period covered
by an upfront payment, the service will
automatically
monthly billing.  Payments will  be
deducted from the most recent card

balance.

collect such

the event that the Customer

26276

revert to standard

details held on file. The automatic
reversion  will the
Customer submits a new request for
an upfront payment and such request
is expressly agreed upon by Onsim in
writing prior to the next renewal date.

occur  unless

27. Complaints

We endeavour to ensure that all of our users are
happy with the level of service they receive from

28.

281,

282.

us. However, despite our best efforts, our reliance
on other networks means that occasionally
Services have the potential to go wrong. We will
always take customer complaints very seriously
and aim to resolve them quickly, fairly and
efficiently. If you have a complaint about our
Service, please contact our customer support
team  via the first instance
(support@onsimuk). Please ensure that you
include the word ‘complaint’ in the subject line of
the email to ensure that this is passed onto the
support team manager. Once this has been
addressed, if you do not feel that your complaint
has been resolved to your satisfaction, you
should put your request in writing to: Customer
Complaints, Onsim Ltd, 86-90 Paul Street, London,
EC2A 4NE. If after this, you still feel that your
complaint is unresolved, you can further escalate
this by contacting the Communications
Ombudsmen Service.

email in

Warranties and Representations

Other than expressly set out in this Agreement to
the greatest extent permitted by law, Onsim
makes No representations or warranties with
respect to the Services, or the performance of its
obligations, hereunder, and expressly excludes
such representations and warranties, whether
implied, statutory or otherwise to the maximum
extent permitted by law.

In particular, but without prejudice to the
generality, you acknowledge and accept that:
2821 Onsim makes no warranty on time-up,
response times, latency, means-time
between failures, quality of Services,
and/or quality of voice or text or data
communications. Onsim  expressly
disclaim any warranty that the
Services are appropriate for high-risk
or other activities where failure of
Services could result in serious harm to
persons or property.

Interruptions or Errors. Onsim makes no
warranty that the Services will meet
Your Requirements, or that the Services
will be uninterrupted, timely, secure,
error free or that any defects in the
Services will be corrected. Onsim is not
responsible  for  messages or
information lost or misdirected due to
interruptions or fluctuations in the
Service or the internet in general
Onsim is not responsible for the
content or functionality of any third-
party network used in connection with
the Services.

Accuracy and Reliability. Onsim does
not warrant the accuracy or reliability
of the results obtained through use of
the Services or any data or information
downloaded or otherwise obtained or
acquired through the use of the
Services. You acknowledge that
downloading, acquiring, obtaining, in
any way, any data or information
through the use of the Services is at
Your sole and exclusive risk and
discretion and Onsim will not be liable
or responsible for any damage to You
or Your property.

No other warranties. No advice or
information, whether oral or written,
obtained by You from Onsim, its
employees, resellers, partners or
affiliates, through or from the Services
shall create any warranty not expressly
stated in this Agreement.

No Guarantee of Security. Although
reasonable effort is made to ensure
that voice and text and data
transmissions are secure, Onsim
makes no guarantees of security.
Where Disclaimer Prohibited by Law. To
the extent that Onsim cannot disclaim

2822.
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any warranty as o matter  of
applicable law, the scope and
duration of such warranty will be the
minimum permitted under such Law.

283. Onsim does not warrant that the Services will be

284.
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available at any particular time or continuously;
and

Onsim is not responsible for any loss of or
disruption to the Services due to a failure of a
carrier network or broadband provider.

You Warrant to us that

2851 You have the authority to enter into
this Agreement; and

2852 You will comply with any legal and
regulatory requirements applicable to the
Services provided under this Agreement.

29. Assignment
291 Youmay not transfer, assign, change or otherwise

29!
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dispose of these Customer Terms or any of your
rights or obligations arising hereunder, without
our prior written consent.

We may transfer, assign, change, sub-contract or
otherwise dispose of these Customer Terms, or
any of our rights or obligations arising hereunder
at any time.

30. Credit Limit & Financial Security
301 You acknowledge that Onsim may impose a

30

30.
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credit limit on your account to restrict the total
overage limit allowable at any one time. If the
credit limit is breached, Onsim may suspend
access to Services without prior notice.

Onsim shall have no obligation to provide access
to the Communications network or provide the
Services beyond the credit limit. Onsim may
review the credit limit at any time and at its sole
discretion. Onsim may, but shall not be obligated
to raise or reduce the credit limit based upon
periodic reviews of your account.

If the Customer exceeds their credit limit, Onsim
reserves the right to immediately suspend any or
all services without prior notice. Services will
remain suspended until the outstanding balance
is paid in full. The customer must make full
payment of the overdue amount before any
services are reinstated. Onsim is under no
obligation to provide interim access or partial
service restoration during the suspension period.
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