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ot T Comepotin Lid s an e o
wlations vemdor wilh exknuive experience delivenng high-quality. relible tclecom
rvwes scross Nigena. The conpany wis cstablished 10 ronder profess omal tochncal
—rviccs fo fived and modiis tchvum aprion, rivale enderpascs, public auhantxs
i caber eniitics useg o blghly skilled work force

10N OF SERVICES
iil;f:.‘.:'r:w...u...n Lid s o rchcommunications serviees provider delivering
ed-mend miplementation And inflastcare support &rvices acroms Nigeria. ()‘,,
ervives are designad (o enhance nctwork Jep
mchdc the following. |

CONSUMER CODE OF PRACTICE

JUS PARTNERS COSMOPOLITAN LIMITED Consumer Code of Practice.

mctwork performance.
such w5008 3¢ W itian the

dusgnose and resolve spoed-relatod or conneclivily isucs an
Cusloner oquipment, confipurshion stngs, of cxtamal (acton, where
Comparny's control of inflwence.

23DISCLAIMER

litan L shall wchade clew and sppropnate dischaimen where the
quahity Lahility. or continaty of flecommunications srvicts may be affccikd by factons
beyond its reasonable control, wchuding bt sot limitsd © weather conditians, power supply
iwes. o reliance on ird party infrastrx re
b Any material nska, Limitations, or cond fons !\m‘d with 8 tclccommunications s K¢,
iog potential delays In service aciivation, panacd Mainicasnce, of lempanwry serice
interrup s, shall be disclased b Indivical Consumans in a Gincly and trmnsparcer manncr
POIOT 10 ETVICE Prov isson
© ANl disclamers issoxd by Jus Partaers Cosmonolitan 11 shall comply with applicable NCC
regulations and con olcction laws and dhall not be used wexclide or limit the Campary's
Saiutory obligatmims or abily to ade sl Consuruers.

. Equipment Installation and Upgrades:
Stavon Subsystem (
WIMAX systcms, m-w-nwndoa lmlans

o Technical Site ""?5 cys for Base

'rmm.mvsm-m(n wdop:umnm(oruwmn
cnsur optimal des

- \\uh F_mvno- ol backfilling, thrust boring. conduit

ulllllanon (PVC, Gl, HDPE), bndzc anachments, ond hand-holc
e Route \hrulz: Accuraie rouic marking in compliance with rogulatory
and safcty standards.

fety 3
e OFC Iustallation, Splicing. and Testing: Deployment. splicing. and
uvln.l-ofopl fibre nctworks (0 cosure nctwurk integnty and service
reliabilsty.
o  ODF Terminatipn: Tormination of fibre lmks on Optical Drstnbution
emant.

Frames (ODF) fot clMicient mctwork manag,
. mmmlzkmmn-“nﬁmum
netericsting. . A
. I.lﬂlﬂﬁ pore: o L
, qu-m and materials, secure vy«hwun.. and

dunhumlomu

Sc"mScr\kn,htlubn.RI -ol\‘)q-d
w-yluu -nnuu und docamentalion, tML
mnlu- -( Ao
related and nght-of-way disputes.

maintains stron; uwth. relations| with relevant govermment
f‘w sekcholders nariom Wew»;kmu-wﬂml‘
peotccting tclccommunications Annum and employ proact mlm%
mnt mpections, and preventive maintenance 1o nl.;u-d OFC mmu ad B

“‘.ygdveh&ﬂnlyofucbnu networks.
'rm:s(‘n& mummumc.---«cmﬂm

lation: nu

Am:num'ndnrmmo(mm

‘onsumcr g
Protection of consmr information

Billing. charging, crodit, and collection practices
Obligations o consumers

usu\'lc: CONTRACTS
We shall plvv'k our customers with the complete, sccurate, up-to-daie

e Weghall or make availablc on request 8 of the contract or
agrecment for the provision of our services, and contracts shall be
wnitten in plain and clear language.

IJ PRICING INFORMATION
The contract shall not comncnce until the panics mutually agree on the pacing and

COmPOsi0n.. P‘:c:m componcnls muty un.w.. but arc not linuicd 1o, applicable
mudﬂpnnb'«ludumgcldhwn:t«-:mwuh:ldlyedlnﬁc
customer

14 CQ\TRA(.'I' TERMSAND TERMINATION

Jus Partacrs Cosino dtan Lid oo mact document shall contain standard ¢lauscs

mgmwm uc.m-umm contract torm (where applicable), manncr
and comsequences of premature termination, cnlwl.u-on basis for ?-)m of any

F"‘"" therefrom, sitahons

Funhennore, all tenms and conditions of a contract for the
agresmen, in

1SPRODUCT WARRANTIES AND MAINTENANCE
Where applicable, Jus Partners Cosmopolitan Lid shall inform the consumer of any
wm“:l wumanty rclting o sny shared tnfnsu\xmm Such information, where
phot i
shall be wesic infarmatic” for consumers m;mﬁu the availabikity and
P L

. 'AUL'I' IEI’AIRARDSER\ ICEINTERRUPTION
shall comply with the relevanl fanill repasr standards sct oot in the
o.nluy of Service Regulations hnmd by the Cominission and wlso
endeavaur W give advance waming of anticipated service disruptions of
planned owtages, inchuding details of the disruption or ontage, the srvics

wion of any of our
0 language.

3. CONSUMER BILLING, CHARGING, COLLATION AND CREDIT PRACTICES
reliability, and ]
31 BILLING INFORMATION
g Dase The foll 8 oot haa 11 B red 10 Invosces _oamer:
) componcnis, inchuding BSCs, BTS, Node B, > nam and billing addros

omsumer

. JUS PARTNERS COSMOPOLITAN LTD current busincss name, addrcss and
regniored mumbey

o Unique idemtification o inverce number

©  Dateof mvosce end billing period

. Dtxn’m-no{kmpml“by JUS PARTNERS COSMOPOLITAN LTD

. u-ml wmmary dc-'r\ including teal smount billed. applicable credits,

: wlm-ﬂu-n-p-yl*byc—m-upynhb,
Tost, as éhe case may be.
| ®  Paymentircfumd duc daic
| *  Melodofpyment |
o M |

|
have

32ITEMIZATION OF CHARGES
Jus Partnces C Lid shall

details of all

U'ﬂ\lll\c FOR ISSUANCE OF BILL
Lad shall issuc bills and inchude all incurred
i e speilicd hll-nawd withn 10 dsys of the closure of exch billmg
penod.

lwmhmman-hm
34 IECEIPTSA.\DCONSU\I‘EI PAYMENTADVICE
shall provide appropriate

nd accessible mcthods for the

3SBILLING FRIOLT\CY & odog il i e
Consomer shall be provided uste ance wniicn F.w
changcs 1 e Nhu. panod. .‘r‘u advance -nuvumbam shall huonln-al

3.6 NON-PAYMENTOF BILLS
®  Inthe cvent of non-payment of bills 10 Jus.
shall take pecessary mcasures
suc of non-payment by the consumer 1o the NCC) o effect such payment or
disconnct

the consumcr’s oquipment.
. Necassary measurcs as referred to above shall be commensurate and not unduly
discrnunaiory.
JJmPAlD
Clear Service Pricing: All charges for propaid scrvices mast be clcarly disclosad
bofore the consumer ;uwn
. Service Breakdown: If spplcable. the cost siructwre (¢.g., por unit of service.

hourly ratcs. of fixcd ratcs) must be provided.

. JUS PARTNERS COS\‘OFOLH‘AN LTD must cnsure that all prepaid service
practices align with the NCC Consumer Code of Practice © protect consumers from
uofaur practies. 5

«  Moaltoring and Reporting: Regularudits and reporting mochanisms should be in

4.CONSUMER OBLIGATION
Toensure efficicnt sen e &elivery, consumers are evpecied ©

. P timcly

o Focildate el quip et and sysicns for )
puposs.

o Complywith d

. Promptly report ssues of SErViCe IBterTuptons.
5. PROTECTION OF CONSUMER INFORMATION

st DATA(u\T"ElI\('
‘Consumcr imformation anust only be colketod for spociic. law ful purposes dircctly
related 101 service prov
. Consuont must be nformad aboul the types of formation collkccid, why 1t is
coliceted, and how it will be used.
. Explicit consumer conscal must be oblamad bofore collccting or using their
peronal duta. excopt whess rquired by law.

S.2DATASTORAGE
e JUS PARTNLRS COSMOPOLITAN LTD must implkement robust sccurily
mcasures 1© prevent unauthorzed sccess, loss, theft, or damage o consumer

and srvice arcas affected.
e Relovant facilitics and shall be
o!hulu.dlnunﬂq:lh(umun i edeid
* s Parvers Cosmopolitan Lid dull I cadeavour 1o provide adequite

e Scnsinive data, such as financial of identity details, must be stared using cacryption
technologics to protect it from cyber threats.
o Only sutsonzcd personncl should have access 10 consumer data, and access logs

oulage, the n-{vﬁ nd srvice -m -ncueu and any
compenaation or other remedics, iflapplicable.

2 AVAILABILITY OF SERVICE

provided 10 mers sccuraiely disclose

SJBATAS“AII\G
Consumr nformation must not be shared with thind partics without the consumer’s
explicit consont, except as requined by law.
. Any data mw law mfo«am- or qul.na! -uhnnun must be in

COma
neiwork, or ud-m:-l lumuhuu that may materially Alrm ||o -whbnluy. quality, or

2] ADV!RTISI\C OF PACKAGEDSERVICES

the consumer where
permiied.
e Providers must ensure that third-party vendors handling consumcr data sign NDAs

An Individual Consumer shall be cotitled 10 the provision of all & COMPLAINT HANDLING

components of & telecommunications sorvice package Jus Partners.

& ' beingoficred 6.1 I\YOI\.\IATIO\ mm\summ

o a bundked package. Jus shall ensure that i procedy ible in vanous
. ‘Where Jus Parners. mwkmumm,umuu ~udm\||y., the NCC

may be unablc 10 supp| ofa i ( shallinclude:

packagy, this .-romun- shall bo clearty and mlmly amu.d 0 o Consumary' Righttolodgea complaint
pomnnl Individual Ce o M (hy i Host

cials i Al g
of & ickcommunicalions service nhge ‘Such matcrials shall also staic an

estinato of the minimum total charge ble for the full package and
clearly indicate any applicable enm -nn.uhmul-u- ass0c !

22 INTERNET CONNECTIONS
o s Pu-m Counopolitan Lid shall ensare that all intemet-relaied services,
lﬂ:np d representations comply with spplicable Nigenan Communications
mnumlNC(‘)regulun-mdpnmd: Individual Consumers with fair, accurate,
-ul mq-n-l

o' Mﬂ b:ymd the domr-ny- control, m.n ‘e mlmmﬂd o Individual

¢ The Company shall regularly ‘monitor and manage its nciwork to ensure that
advertised internet spoeds md llnl:e quality are consistent with actual service

d Jus Parers Casmopolitan Ltd commits 1o maintaining a minkmum network uptime
of 98% for s services, axcluding schw and force
SUre cvenls. p
here service downlime is
ammnncu. Individual Consumers shall be noun:d in advance me reasonably

r‘-:dmdnl Consumers expericncing micrnet spocds below the stated or guaraniced
minimuin may contact Coasumes Suppont for assistanoe. Al complaints relating o
specd or service quality shall be acknow ledged and addressod within mmrn...'?u)
10 forty-exght (43) hours of receipt.

§ The Company shall provide reasonable kechnical support 10 Indivicuml Consumers 1o

% (th A\

he procedure must be expressed in clear language, and the Consumer must be able to identify
h\v to lodge a complaint either Ily‘u;r‘v- dedicated online platforms. Conswiner
complaints shall be duly recorded and processed in accordaoce with identified practices and
procedurcs

62SPECIALNEEDS
®  Suflicient provisions shall be madk by JUS PARTNERS COSMOPOLITAN LTD to
ensure thal people with special nocds are able 10 access Uk complaint handling

. R‘; PARTNERS COSMOPOLITAN LTD shall use its best cq-dly lo
reasosable msistance 10 he Conswner who muy request assisIance W, ing
complaunts.

6ICOMPLAINT PROCESS

. Complaints shall be acknowlodged by the JUS PARTNERS COSMOPOLITAN
LTD verbally or in writing but .mmu n m‘ mode or manner roquested by the
Consumer complainant. Cons forwanl complaiots 10 the regisiored
ackiross of the Host JU: SPART\U(& COS\IOPOUTAN LTD as stated below

. Where possible, the Consuiner shall be provided with an expected outcome or an
estimated timeframe (or the mvestigation and resolution of the complaint.
Not n!hlunlml the foregoing. complaints, including those that roquire furthr
recourse for lack of acceptable resohition, shall be acted upon within the st time
frame as directed by the NCC from time to time or as provided in the amncs.
Quality of Scrviee Regulations. and this shall not excoed 2 penod of three calendar

months.
. An-.kmNnaluhthll accessible 10 the Consumer whare
15 dissatisficd wath the outcome of 3 complant resolution.
shall mvolve further cxammation of the complamt
Bonscd reprosentative of the Host.
where rosolution via the escalation
process has boon exhsustad, .-a-rm-emrm«eu.mm
e Onl or nom-wniicn shall be decmcd acknow ledged by Jus
Partncrs Cosmopolitan Lid at u e time b was commumcatcd 1 Jus
Partners Cosmopolitan Lid.

IACNAI“"IS
)\. ners Cosmopolian Lid Complant handling processes shall be provided free of
arge L o o) o plasnt that reguares the retneval of records more than Twenty-
fﬂl(JinwﬁlMlUmw.ﬁah © consumcns must be mformed of and
sgres o,
6SFU "HER RECOLRSE
In addition w0 tho complaint
Comsumer rescrves |
the Nrgerian Communicatons Commasion (NCC)
Jus Partmers C P Lad shall mfe e after 60 days of olul
prd

T P
(3 ‘A(TIO\ ON DI§H,TIDCIIARGLS
Where has s

Comyumer mt (hrough the laud-down
nvmvl-n;qu;j-'m(-m’dm L1d shall be et fm-l
1n|ol-m! equipment or rela

6.7DATACOLLECTION AND ANALYSIS OF COMPLAINTS & OUTCOME —
Jus Partncrs Cosmopolitan Lud must ostablsh cloar, Mcmﬁxﬂm‘
‘consumcr s € compl:
. N:-:.Ihm(e..wmh‘m‘mm
problens)

mﬁ'hlwhﬂﬂ\(uﬂwtmmk

Consuroe’s
®  Dute and time of complzint submission. Consumers should be able © file
! L

omal
phone. or mulble pps. dependiag on h rate o he uncas. Camplants
inchide billng issucs. scrvice daruptions, tochnical faults, and cusiomer

support.
©  Jus Partncrs Cosmopolitam Lid must acknowkcdge cach complaint within &
st time frame, wdeally within 24 10 48 howrs af w©

resohving wmucs, resoletion should typically
mmu-sm.qmwkmmhmmw ke longer.

. )-P:-lfu-qnlmui should agg mﬁ-n'«hﬂyu
identify recurring issucs und-.'n--a can be uxd 1o
m::oﬂa-;ga&mt

hen

S m‘" nes.
Whan complanis k'nlthu-m(g;.muuhﬂ

mpk wﬁ-‘rudmt..‘tfunumhkmmh.
-\dm--nﬁwm

©  Comsumers must be informed of the utcome of their complaiess. including

mhm-vymemnnmumd.u

made o [utore occurrences. include

service M,wmm rcfunds, credits, wog.g, . cven service

improvementss based on comsumer feedback If 3 complant cannot be

1 must

f about ther night "
resolution (ADI l)-s-
complamts must be resolved fairly,
%

the txsuc through aliemative
as medianon of arbitration. All
and a0 consumer should be
. G gh i It

ot resolved 10 the consumer’s stisfaction, appeal 10 the rocv

they can ant
regulatory authanties, llcludmz the NCC. JUS PARTNERS
COSMOPOLITAN LTD must be

dopute resolution
consumes wishcs 0 pursec flrther action.

ucn.\\cumcoumx\'r HANDLINC PROCESSES
m(mmuﬁlﬁmhmuc“mu.ﬁm
of any matcrial changes 1o s complant handling procadures Such
-nnluuun shall be provaded throu zh spproprisic commanication chaancls,
mchuding u ot laniol to el the Company's s offical webwie, SMS

. Aumlmnhnguw-mmn;
shall be clear. accunake. and casily
Hmnl.‘dm.’u&wcﬂlnllkmphnmulﬂmd
(including complaini submission, respoase timclines, ar resolution
mcthods ), and (he reasoms for soch

o The Company shall clem'y smie the offective date of any changes 0 its
complamt handling pmxxuu % allow Indvadual Coasumers ‘adequat
wne o th d

- Powox to impk Jus Parmers C, Lid shall conduct an
wicmal m\-.‘- of e m‘l of the propascd m;n on I-dm-lul
Consumers, Provusscs, #nd shal
internal ﬁmkn h onsure contmuity and cffiaocy of complamt
resolutica.

. \\Inm -cu:-.y. the (‘am;-ny :MI cngp or consult -na relevant
regulat Nigenan C
(N(\) unlul.harrlom ) od with

o Jus Partncrs Casmopolitan Lid shall, where practicable, sock and consider
foedback from [ndivadaal Consumcrs and other stakchokicrs on proposcd
changesand shall ncorporate revant feedback 1 rhance the efecticncss

and

e The Company shall casurc that all personnc] involved in complant }—
management arc adoquatcly nfonnad, wraincd, and ?uppaﬂ 10 implement
the revised proceduncs, nciu‘hng taining on updated policics, systams, or

o All updatod complaint handiing procedurcs shal be proparly docemenicd

complance

e I nnpkmﬂm'ehus\hlml(?n-winunmhlamm“

no wwcasoasble ons oF in complaint resoluti

mw:l.ns \\’h:re delays of service lnunqlm are nnncmnd. lndlvuinl
Consumcrs shall be informed i advance and provided with appropriate
shomative arrangements.

. Followng lcneniation, the Company shall monitar and review (he
cllumm- of the revised complaint handling procedurcs, including thewr

u- resolution umehins, cusiomer -mr-aun. and complaint

. A I‘mlhni mechanism shall be maintained © enable Individual Consuncrs
10 provade nput on their expenience with the revised complaint hu-llm'
process. Information obtained through monitonng and fecdback shall be
used to continually improve the Company’s complaint management

framcwork.

o Al changes 1 complaint handling procedures shall comply with the NCC
Cansumer rmouth dallouher applicable 4
consumer protection regulabioas.

e Comprehensive records of all changes, including the rationnle,
m‘akmznnnou -kp. and anticipated oulcomes, shall be maintainad

e NCC or other upon req
69 I'(EI ENTION OFRECORDS
Jus Partners Cosmopolian Lid shall collect, wse, and retain Individual

Comuner mformanon only for that arc lawful, revant, and
eceasary for (he provision of Iclcconmumications scrviees o 8 olhcTwise
required by applicable laws and NCC regulations.

. \\ l.m Indn wual Comumer mformation 11 no longer nquind for (s

apose of for regulatory compliance. such wnformation shall be
nx\nh I: Jcted. anonyazed, o destroyed to prevent unauthonzed access,
use, or disclosure.

e The Company shall maintain accuraie, complee, and up-to-dats records of
all Individual Consiner complaints, including (he nature of the complaint
actions taken, resalution bmehngs, and oulcomes. Such reconds shiall be
retained for 3 minimum period of twenty -tous (24) moaths m scconkince Ml
with NCC requarements.

o Whik complaint records shall be maintained for monitoring, analysis, and
cegulakory rporting, all personal data iy o Individual Consumery shall
be processed and protes fed in e bic daa p
privacy r\punmu 2 the NCC Consunis Code of Practice.
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