ACN Broadband, TV and Phone in partnership
with Virgin Media

Order Processing Guide



Product — general overview

BROADBAND — OFFERED PRODUCTS

® Triple (TV, Broadband & Phone) bundles in combination with a variety of Broadband speed.
Some of the triple bundles are: Big, Bigger, Bigger Sport and/or Movies, Biggest TV & Ultimate Volt

PY Duals (Broadband & Phone) — Offered with the following speed: 50MB 125MB, 250MB, 350MB, 500MB & 1Gig

@ Solus —Broadband offered at the following speeds:50MB 125MB, 250MB, 350MB, 500MB & 1Gig

® SIM — part of a select triple bundle offers or can be added as an Extras

\/ Dedicated for residential customers — new customers only - the offer is not available for current VM customers

\/Controct length —18 months

\/Virgin Media owns and operates its own Fibre-optic cable network in the United Kingdom.

@ A X-g\\U



General Process Overview

Step 1 Step 2

The customer - Virgin Media -
Service availability order processing,
check & order submission installation & activation

Install can take as little as 3 days with Quickstart (available in previously wired properties)

@ AN



Step 1 — Service availability check & order submission

To place an order, click on the ‘Broadband, Phone and Mobile partnership’ icon on the residential
section of your IBO Online Shop or www.myachn.eu.

Your Essential Services, All In One Place

Providing you with the essential services that you need
today to make life easier tomorrow

Home Service:

; Virgin Media TRUY VI Truvvi Lifestyle
e 01 Lifestyle

W IDSeal GUARDIAN IDSeal Verisure

Guardian

verisure

asclover Verisure

verisure

Clover

UK’s biggest and fastest mobile network

Offfering great value SIM-only, handsets, and mobile broadband plans

Broadband, TV & Phone



http://www.myacn.eu/

Step 2 — Service availability check & order submission

Service availability is subject to the service eligibility check on the partnership website.

Important:

Please read the Do’'s and Don'ts to ensure you comply with the requirements to promote Virgin Media

Do's and Don'ts

Please read the Do's and Don'ts to
ensure you comply with the
requirements to promaote Virgin
Media

+ Do's

All marketing and training material used by
IBOs on Virgin Media services must be
approved by ACN

Review the training material thoroughly before
contacting any prospective customers

The customer must view the order form and
submit their order themselves

The contact information on the order form
such as the email address or the phone
number should be that of the customer. Virgin
Media will contact the customer to keep them
informed of the progress of their order, or
request additional information if needed

Explain to the customer what will happen next.
For the full details, consult the Order Process
Guide by clicking here.

Once the customer has placed their order,
advise them to only contact Virgin Media via
the contact number contained within the order
confirmation email.

¥ Don'ts

Do not contact Virgin Media customer service
to place an order as this will lead to the order
being placed directly with Virgin Media, and
therefore, not credited to the ACN IBO. All
orders must be placed through the
Partnership Website.

Virgin Media employees are prohibited from
becoming or being recruited to become ACN
BOs

Do not visit Virgin Media Oz retail stores or
contact any Virgin Media salespeople or sale
channels

Do not use Cold Marketing sales technigues to
acquire customers

Do not use Social Media to promote Virgin
Media services.

Multiple orders for the same customer are not
permitted at this moment in time. Each order
must be under a different account holder's
name, which means that we are unable to
process multiple orders on behalf of landlords.

Please do not allow your customers to cancel
their existing Virgin Media accounts and then
sign up their partners as new customers at the
same address.

| hereby acknowledge that | have read and understood the instructions above and agree to adhere to the training material provided

by Virgin Media.

i

L

/



Step 3 — Service availability check & order submission

Virgin Media landing page — SERVICE AVAILABILITY CHECK - the customer is requested to enter their postcode.
Important:

Offeris available to NEW CUSTOMERS ONLY
If the search is successful, the drop-down list with addresses appears. Customer selects their address.

Select your address

Select address

Let’s get started!

Enter your postcode Q

Are you already a Virgin Media customer?

Your postcode is safe with us. We'll only use it to show you our awesome offers.

Go




Step 4 — Service availability check & order submission

If service eligibility fails, the below message appears:

We're sorry
Unfortunately at the moment we are unable to provide Virgin Media services at your postcode.

Why not register your details on our and we'll let you know as soon as we're in
the area.

DT21RS

Important:

DO NOT use '‘Postcode Checker' to check service availability of your customers. To be sure that your order will be
compensated, perform the service availability check on the partnership website that you can access through

your ACN Online Shop.
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Step 5 — Service availability check & order submission

If the property is showing as already having had Virgin Media services before the customer will see the below message
explaining how they are eligible for Quickstart. This page will also show if your customer is already a Virgin Media customer,

as well as if there is an active account at this address from a previous customer.

funde Fersanaliss Checkout Summary ki o i el

I
Great news! Great news!

isin a Virgin Virgin Media area.

Media area.
Here is the QuickStart information for this address

Here is the QuickStart information for this address

This Property has had Virgin Media service before making it
eligible for QuickStart. This means we can send the equipment

This Property has had Virgin Media service before making it
straight to your door or to a click & collect address.

eligible for QuickStart. This means we can send the equipment

straight to your door or to a click & collect address.
QuickStart allows you to set services up yourself without the

need to wait for an engineer.

Active Virgin Media account present at this property.

QuuickStart allows you to set services up yourself without the
need to wait for an engineer.

Let’s go!




Step 6 — Service availability check & order submission

OFFER SELECTION - if service is available then the customer is redirected to the page with the list of offers and conditions.
When offer is selected, ‘Buy’ needs to be clicked:

Volt M250 Fibre Broadband +
Phone + 10GB SIM

Pop up for adding Volt
— speed upgrade added

for existing O2 members
£29.99* a month
for 18 months

then £63.00* a month
Postcode Bundle Personalise Checkout Summary (£12.00* 02 sim)
[E12.00* O2 sim)

£35.00 set up fee
Get exclusive benefits when you have Virgin Media broadband and O2 Pay Monthly. 18 MONTH CONTRACT

When you're with both of us, you'll enjoy double the mobile data on every eligible O2 Pay Manthly plan in your m
household, a broadband speed boost to the next available level (if you aren’t already on the fastest speeds you can
Postcode Bundle Checkout Summary

get in your area), and supercharged connectivity at home or an the move. All on top of the lightning-fast speeds,
M125 Fibre Broadband + Phone

reliability and rewards you'd expect.

VoIt M250 Fibre Broadband +
Phone + 10GB SIM

Bigger Volt bundle M500 +
10GB SIM

Big Bundle M250

M125 Broadband + Weekend chatter

£29.99* g month
for 18 months

£49.00* a month

£33.00 a month

for 18 months for 18 months Monthly cost £26.00 for 18 months

then £63.00* a month then £65.00 @ month then £103.00* o month

£35.00 set up fee

Then £51.00 a month

One-off payments
Installation ot no additional cost subject to property eligibility (usually £30.00)
£35.00 set up fee

18 MONTH CONTRACT




Step 7 — Service availability check & order submission

OFFER SELECTION - if the customer hasn't taken one of the amazing SIM options, the order will begin with the entering
of their information (About you).

Manage your sim-10of 7

We'll help you move over from your old provider and set your spending cap all in one place.
Adding a Spending Cap

You can cap how much you can spend outside of your normal menthly allowances by adding a spending cap to your mabile plan. We'll even zend you

a text when you are o your cap, so you don't have to worry about checking yourself.

Plus out of allowance cap of *

Will you be using an iPhone? * O Yes
1 No

Is your device 5g ready? * O Yes

Mo

Switching to 02 @ * O No

want to bring my number with me

Use a PAC code

want to deoctivate my old number

Use a STAC code

About your customer -2 of 7
Delivery -3 of 7

Installation - 4 of 7

Payment - 5 of 7

Sim only Payment - 6 of 7

Review & Buy -7 of 7




Step 8 — Service availability check & order submission

PERSONAL DETAILS - the customer is requested to enter the IBO business ID (pre-populated if order submitted via Storefront),

personal details and password that will be used whenever the customer contacts the Virgin Media support team. At the end

the customer has to give their consent to be credit checked.

Empl

Main UK Number fe

Your Order

MDD Fibre Broadband + Phone

Monthly cost £24.00t for 18 months

First Name *

Last Name *

Email Address *

Confiirn Email*
Dite o Bt + o - 73 o
joyment Status * - o

3 your kil

Beack-up Numbes (non-UK rumbers are o

Your Virgin Medi

Would you like to keep your curnent
homephone number?

Wiould you ke o be listed in diresctony
enguines?

Do you use devices which connect fo your
home phone fine like telehealth devices, care
alarms, fire clarms or security dlarms which
read o work 24/77 ¥

‘Where you've lved

Years *

Residential Status *

D you have oceessibility needs?

accessibiity needs which mean you require
communications in an afternative format?

Cheoss your Virgin Media security word. If you've chosen an 02 sim you can set up your 02 account stparately

curity ward hat is =15 choroctons long using anly letters and aumbers. We may ok for this 1o vesify your identi

M

Identity, fraud prevention an

chacks.

d cri

Darit miss out on the full Virgin Media
experience

edit

st f 5
Payment-4 of §

Review & Buy -5 of 5

A minimum of 3 years of address history is required
(additional fields with address appear if less than 3 years)




Step 9 — Service availability check & order submission

NEW LEGAL REQUIREMENTS:

Providing your telephone service over your broadband connection - 3 of 9

As we provide your telephone services over your broadband connection, we need to make you aware that in the unlikely event of an outage, your
telephone service will stop working.

Let's talk about accessibility

We have measures to help you make contact with the Emergency Services in the unlikely event of an outage. That's why it's important to tell us if you
or anyone in your household has accessibility needs.

Find out more about why you might need help if your telephone service is unavailable.

If you or someone in your household falls into any of the categories in the guidance, or you have other requirements that mean you could need extra
help in an emergency, please answer 'yes' to the question below. Once we have received your order, we will contact you by telephone (or in writing if

we can't recch YOLI on your preferred contact number} to dISCLISS your requil’ements‘ Do you use a text relay device that is connected to your ® | use alondiine text relay device that may be known as TextDirect. Typetalk, or
landline? Textphone
. i . use the Next Generation Text Lite app on my mobile or tablet.
Do you, or anyone in your household, have impairments O Yes
or circumstances that would make you vulnerable in an AU e

O No

in the unlikely event of a powar cut or network outage, your Text Reloy services will continue to wark over a 3G or 4G connection.
outage?

If you do ever decide to switch to o landline only Text Relay device, you should let us know straight away.

‘Your Emergency Back-Up device
Back Continue Good news! You're eligible for our Emergency Back-Lp device for fres_ because you've told us thot you have accessibility needs, or don't have access
to a mobile ot your home.

The Emergency Back-Up device allows you to make colls to the Emergency Services (999/112) in the event of a power outage or broodband failure,
which would disrupt your voice services

As part of the installation we'll provide you with the Emergency Back-Up device, which we'll install alang with your other equipment. The Emergency
Back-Up device will need to be kept plugged into the mains socket ot all times. You'll also need a corded handset connected to it, which will be
provided if you don't already own one.

Are you happy for our Emergency Back-Up device to be Yes

supplied and installed? @ No

You have opted out of having on Emergency Back-Up device fitted as part of your instollation. Without an Emergency Back-Up device you wan't be
able to make calls to 299/112 in the event of o power cut or network outage. You should ensure you have a charged and working mobile phone
ovailable at home ot all times. If you change your mind and wish to have an Emergency Back-Up device installed in future, please let us know.

| accept and understand that | have opted out of having an Emergency Back-Up
devica

«»

AN



Step 10a — Service availability check & order submission

DELIVERY- the customer is requested to select one of the delivery options:

® Click &Collect - picking up from CollectPlus location (the customer will get an e-mail with barcode to complete
collection within 10 days) - self installation

Manage your sim -1 of 7

® Home delivery - self installation

About your customer - 2 of 7

® Installation by technician

Delivery -3 of 7

Please select your installation option

f you have nat ordered in a store and taken your sim oway with you then your sim will be delivered by Royal Mail between 1 to 3 working days after

your order has been confirmed.

Click & Collect FREE Delivery FREE

You can pick y

You can select a date to

With the VIP bundle the customer

gets an additional set top box as part

of the bundle so a 2 man install is required.
In the case of a 2-man installation,

Virgin Media do not offer a QuickStart.

Installation - 4 of 7
Payment-5of 7

Sim only Payment - 6 of 7

Review & Buy -7 of 7




Step 10b — Service availability check & order submission

DELIVERY- if Click&Collect is selected then the customer is requested to select one of the collection points (drop down list
with shops located close to the address that was provided).

Please note that there is usually
a £5 charge for delivery of QuickStart kits.

Please select your installation option

Delivery

You can select a
QuickStort pock delivered directly to
your home. It need a signature, so

please make sure someone’s going to be

in on thot day.

Choose wheare to pick up your free QuickStart pack

Here's the closest CollectPlus location to your postcode.
Want to collect somewhere else? Choose a different store below.

BP Alrporteway

Address

Pontelond Rood Cowgate Newcostle upon Tyne NES 3HX.

0.66 miles from your postcode.

Opening hours

Monday: 00:00 -
Tuasday: 0000 -
Wednesdoy 0000 -
Thursday: 00:00 -
Fridoy: 00:00 -
Soturday: 00000 -
Sunday: 0000 -

Disobled access
Good

2359
2359
2359
2359
2359
23:59
2359

~

Map

Google

date to have your

Satellite

Engineer Installaticn £30.00

One of our expert engineers will coma

and get your services up and running

and they'll show you how everything
wiorks.
- o Fa
Ceaton Bum A e
oo
Pl N
y e w108
b |
fa
~ewcastle . &
upon Tyne o -
om —
Gateshead + =
- @

Map data €200 Tewma of Use  Repod & map eror

F
A

Nl

-

@



Step 10c — Service availability check & order submission

DELIVERY- Click&Collect - customer is requested to select collection date:

Installation - 5 of 9

Please select your collection date

- *
Collection date < Aug 2020 >

Mon Tue Wed Thu Fri Sat Sun

17 18 19 20 21 22
24 25 26 27 28 29

31

-

Payment - 6 of 9

SIMO Payment - 7 of 9

Review & Buy - 8 of 9

@ . Ya -\




Step 10d — Service availability check & order submission

DELIVERY- home delivery - customer is requested to select the delivery date and alternative delivery address:

Installation - 5

Please selact your dalivery datels)

o . Delivery dote: | 000
Engineer Installation £30.00 Jul 2020 L3
23 24 5
&r 2 29 S0 &
slightly larger ¥
“ e Bom - 1pm
weigh up to 4.17 kg,
ipm - Gpm
Altornative delivery dote *
The condition of your sockets i *
Your g cobles and sockets inside and outside your home need to be secure ond domoge-free, (TEN W T F 2t
They may be labelled with a brand such as NTL or Telewest, which is fine, it's only o problem if it's BT or Sky os our coble are different from others
23 a4 &5
xr 28 24 L &
Bam - 1pm
Check that the white inside socket is undamaged. securely fixed and It's best to check that the outside socket is securely fixed too. It will be Igm - Gpm
that the silver connector is visible, black, white, grey or brown, Doa't warry if it can't be found though, it's
probably fine! Alaraaties delvery addross

If it can be faund the cables nesd to be in good condition teo with ne
mgtal bits sticking through the plastic,

Ara they complete and free from domage? w Yos

3 Mot sure m

3 Mo (An engineer is required)




Delivery - 4 of 9

Please select your installation option

Click & Collect FREE

You can pick your QuickStart pack up
from one of over 6,000 CollectPlus
locations, usually local grocery stores,
nationwide. You'll get to choose the
store location and will be emailed the
relevant barcode to complete the
collection within 10 days.

Depending on the package you've
chosen, your QuickStart pack can be up
to 195mm x 220mm x 380mm - that's
slightly larger than a shoebox. It can
weigh up to 4.17 kg.

Step 10e — Service availability check & order submission

DELIVERY- if engineer installation is selected the customer is redirected to the web where they can choose the preferable
date of installation.

Delivery FREE

You can select a date to have your
QuickStart pack delivered directly to
your home. It'll need a signature, so
please make sure someone's going to be
in on that day.

Engineer Installation £30.00

One of our expert engineers will come
and get your services up and running
and they'll show you how everything
works.




Step 10f — Service availability check & order submission

INSTALLATION — the customer is requested to select their preferable installation date. They will be notified about the final
date once the installation is booked with the Virgin Media engineer.

Installation - 5 of 9

Please select your installation date(s)

Please note thot these dates are your preferred install dotes and are not guaranteed. We will email you to confirm once the installation has been
booked with one of our technicians.*

- -
Installation date Jul 2020 >

27 28 29 30 H

() Bam = 1pm
1 1pm - Gpm
LA H -
Alternative installation date Jul 2020 >
0
i Bam - Tpm
) 1pm - Gpm

@ «—»
V.Y \ |



Step 10g — Service availability check & order submission

INSTALLATION - if Quickstart isn't available at the property then the customer can select to have an engineer complete
the install for free. You will be directed straight to the installation page.

Installation - 3 of 5

Please select your installation date(s)

Please note that these dates are your preferred install dates and are not guaranteed. We will email you to confirm once the installation has been
booked with one of our technicians.*

1 *
Installation date Jun 2022 >

Alternative installation date *



Step 11 — Service availability check & order submission

DIRECT DEBIT If the customer has signed up to one of the SIM offers they will
— setting up DD; the following data must be entered: need to set up a second Direct Debit just for that elemen:

Payment - 6 of 9 SIMO Payment - 7 of 9

Setting up a Direct Debit for your Virgin Media services Setting up a Direct Debit for your Mobile products
Instruction to your Bank or Building Society to pay by Direct Debit We need to set up a separate Direct Debit for your Mobile products because Virgin Mohbile and Virgin
‘ Media are two separate companies. You can use the same bank details os before (just type them in again) ‘

To set up your Direct Debit instruction you will need to provide the name of the account holder, the bank or or enter different bank details. Whichever you choose, you'll get two separats bills - ane for your Virgin

building society account number ond sort code. If the amounts to be paid or the payment dates change Media services and one for your Virgin Mobile products. I R ECT
Virgin Media payments Limited will notify you five working days in advance of your occount being debited DIRE 5 Binik ilding Soci = Debi D -
ot De b i t Instruction to your Bank or Building Society to pay by Direct Debit De b it
To seat up your Direct Debit instruction you will need to provide the name of the account holder, the bank or
Your payments are protected by the Direct Debit Guarantee. You can read more about this guarantee building society account number and sort code. IF the amounts to be paid or the payment dates change Virin Mobile Telecoms Limited will ntify
S you five working days in advance of your account being debited or as otherwise agreed.
Services user number 658981 Your payments are protected by the Direct Dabit Guarantee. You can read more about this guarantee below.

Virgin Media Payments Limited  Eagle Court 2. Coventry Road. Eagle Court.
Shaldon. Birmingham. West Midlands. B26 Services user number
3RS

BOB213

in Mobile Telecoms Limited Eagle Court 2. Coventry Road. Eagle Court.
Sheldon. Birmingham. West Midlands. B26

Account holder full name *

3RS
Bank/Building Society account number * Account holder full name *
Bank/Building Society sort code * e Bank/Building Society occount number *
Bank/Building Society name * Bank/Building Society sort code *
Bank/Building Society oddress * Bank/Building Society nome *
Bank/Building Society address *

[0 Switch to paper billing for £1.75 per
maonth
The Direct Debit Guarantee

m & This Guarantee is offered by all banks and building societies that aceept instructions to pay Direct Debits

The Direct Debit Guarantee « If there are any changes to the amount, date or frequency of your Direct Debit Virgin Mobile Telecoms Limited will notify you § working
X 5 = days in advance of your account being debited or as otherwise agreed. If you request Virgin Mobile Telecoms Limited to collect a poyment,
» This Guarantee is offered by oll banks and building societies that accept instructions to pay Direct Debits _ 5 = 5 :
o & K . . confirmation of the amount and date will be given 1o you at the time of the request
= [f there are any changes to the umo.unt. dote or frcql-mncy of your Direct Debit \.ﬂ:g_m Mec!la Payments I._|mn.cd will notify you 5 working days & I earor b fncicle i thes poryicait F ol Diswct Bt bry Vit Roblls Teliacoene ) Smiet o your B oc thilink sccety yout i srtited
in odvance of your account being debited or os otherwise ogreed. If you request Virgin Media Payments Limited to collect a payment, i Rl ot vt Bt re i £ ot e haer Yo Py e i et
confirmation of the amount and date will be given to you at the time of the request # If you receive a refund you are not entitled to, you must pay it bock when Virgin Mobile Telecoms Limited asks you to
» [f an error is mode in the payment of your Direct Debit by Virgin Media Poyments Limited or your bank or building society you ore entitled to & You can cancel a Direct Dabit at any time by simply contacting your bank or building society. Written confirmation may be required. Please
a full and immediate refund of the amount paid from your bank or building society also notify us.

# [f you receive a refund you are not entitled to, you must pay it back when Virgin Media Poyments Limited aosks you to

# You can concel a Direct Debit ot any time by simply contacting your bank or building society. Written confirmation may be required. Please



Step 12 — Service availability check & order submission

ORDER SUMMARY - after review and acceptance of terms and conditions the customer has to click ‘Place your order’.
If delivery to collection point is selected, all details will be provided in the summary.

Review & Buy -5 of 5

Your package

M100 Fibre Broadband + Phone £24.00* a month
for 18 months then
£51.00t a month

Your Telephone service information

Your new telephone service will be delivered by our fibre broodband network

This means that you won't be able to make or receive colls if there's a power cut or network outage, and any device connected to the line like a

telehealth device, care alarm, fire alarm or security alarm wor't work. Please check with your deviee provider to ensure your equipment is compatible

with our line. Always keep c mobile phone handy for emergencies and please let us know if you have accessibility needs, feel vulnerable or

do not have access to a mobile phone.

Find out more about our new fibre phone line at wwwvirginmedia.comy/landline.

Installation & set up

Installation at no additional cost subject to
property eligibility (usually £30.00)

£35.00 set up fee

The legal stuff

Here are the Virg

Vedio Terms and Conditions for setting up your new service and, if taking an O2 product, here are the 02 T

[ lagree to Virgin Media's terms and conditions and, if toking an 02

product, the O2's terms and conditions.

| understand and accept that if there’s ever a power cut or netwark

outage, | wor't be able to make or receive phone call
calls to 999 and H2). | also understand that any device conr
to the phone line like a telehealth device, care alarm, fire alarm or
security alarm won't work. | understand that it is my responsibility
to check with my device provider that my equipment is compatible
with Virgin Media's fibre phone line and it it can work independently

in a power cut or network outage.

m Place your order



Step 13 — Service availability check & order submission

Order ConflrmOtlon poge: Postcode Bundle Personalize Checkout

Order Confirmation — The confirmation below has been sent to your email.

Virgin Media Order Reference Number: VIM4359210640

Date of order: 23/05/2022, 13:18

Thanks for ordering Virgin Media services

Keep an eye on your inbox for futher information confirming your account number and installation date.

Your package

M100 Fibre Broadband + Phone £24.00f a month
for 18 months then
£51.00" g month

Your Telephone service information
Your new telephone service will be delivered by our fibre broadband network

This means that you wan't be able to make or receive calls if there’s o power cut or network outage, and any device connected to the line like a
telehiealth device, care alarm, fire alarm or security alarm won't work. Please check with vour device provider to ensure your eguipment is cormpatible
with our line. Always keep a charged mobile phone handy for emergencies and please let us know if you have accessibility needs, feel vulnerable or

donot have access to a mobile phane.

Find out more about our new fibre phone line at wwwirginmedia.com/landline.

Emergency Backup Line

Opted Out




Step 14 — Service availability check & order submission

SATISFACTION FEEDBACK — when sent the customer is redirected to the beginning of the process (service availability check)
Back 1o postends checker | Contoet us

Our Bundles Broadband & Calls
Broadband, Tv & Phone Packages

Feedback

How likely is it that you would
recommend our website to someone
else?

Plaase provide further detail balow

Submit

Thank you for your answer!



Step 15 — Service availability check & order submission

THE ORDER CONFIRMATION E-MAIL IS SENT TO THE CUSTOMER.

From: Virgin Media Partners <info@virginmediapartners.com:z
Sent: 23 May 2022 13:21
Subject: Your Virgin Media Order

Hello Jamie,
Thanks again for choosing Virgin Media.
Please find below your confirmation of your order:

M100 Fibre Broadband + Phone

£24 package price per month Please note :
£35 set-up fee applies Home phone calls to 0845/0870 numbers (11.25ppm access charge
. applies to service number calls outside of bundle)
On“ne Ordel’ reference number 18 month contract https://www.virginmedia.com/callcosts
visible in the report as PortallLeadID < Online order reference: VM4359210640,
Registered office
— could be used by IBOs to claim The team will be in touch with you on a delivery date, however if you wish to speak to the Reg (,fm“;gm
.. team please contact us on ’ )
Mmissing customers 0800 952 2298

Mon - Fri @

9am - 5pm. e
If you have taken an 02 sim we need to set up a separate Direct Debit for your Mobile
products because Virgin Media and 02 are two separate companies. You'll get two separate
bills — one for your Virgin Media services and one for your O2 products.

This is to confirm that you have opted out of having an Emergency Backup Line (EBUL) fitted
as part of your installation. Without an Emergency Back-Up Line you will not be able to make
calls to 999 / 112 in the event of a power cut or network outage. You should ensure you have

a charged and working mobile phone available at your premise at all times. If you wish o |n case of any questions the Customer
change your mind and would like to have an Emergency Back-Up Line installed please let us .
know. By calling 150 from your Virgin Media phone or mobile, or 0345 454 1111* from any
other phone and select option 1.—We'll be happy to help sort this for you. ShOl“d Ca“ the number prOVIded
L] L] L] .
in the confirmation e-mail. Calling
the regular VM CS number might
number calls outside of bundle). For more information please visit reSU|t in a direCt SCI|e Ond therefore

https:/iwww . virginmedia.com/callcosts
not being compensated to the IBO.

AN

Please note :

Home phone calls to 0845/0870 numbers (11.25ppm access charge applies to service




Step 16 — Service availability check & order submission

IF VERIFICATION OK - DELIVERY /INSTALLATION

IF CLICK AND COLLECT WAS SELECTED:

reminder is sent to the customer to pick up the parcel. The customer has 10 days to do it (no other e-mail is sent on day 10).
If not picked up the product is sent back to Virgin Medig, and they attempt to contact the customer in order to reschedule
the delivery day.

IFHOME DELIVERY WAS SELECTED:

reminder is sent to the customer with delivery date. The pack will be left at a neighbour's house if they aren't in.

IFINSTALLATION WAS SELECTED:

the customer receives a text reminder 24-48 hours before the installation. If customer would like to reschedule the visit,
Virgin Media must be contacted via the e-mail they received.

INSTALLATION VISIT:

@® the presence of aperson 18+ is required.

® theengineer must have an unobstructed access
to the cable access point.

@ ANy



ACN Broadband, TV and Phone in partnership
with Virgin Media

START TODAY
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