Terms and Conditions of Asymmetric
Digital Subscriber Line (ADSL) Service

Article 1: General Terms

1. The terms and conditions set out
below are issued by Orange pursuant to
Telecommunications Law No. (13) of
1995 and its amendments, and the
licensing agreement granted to Orange,
and have been approved by the
Telecommunications Regulatory
Commission. Any amendment made to
these terms and conditions is subject to
the approval of the
Telecommunications Regulatory
Commission and shall become effective
30 days after the announcement of
these amendments or after sending a
copy thereof to the subscriber unless
the subscriber submits an objection to
the Telecommunications Regulatory
Commission or Orange during this
period.

2. These terms and conditions have
been issued in both Arabic and English,
and in the event of any discrepancy
between them, the Arabic version shall
be the authoritative one.

3. The subscriber acknowledges that he
has read and understood these terms
and conditions before signing the
service subscription form and has
agreed to it.

4. The introduction to this contract
shall be considered an integral part
thereof and shall be read together with
it as one unit.

Article 2: Definitions
The following definitions shall have the

meanings indicated below unless the
context indicates otherwise. Words and

)Ui@éjl;ﬂj.&“ha %M?Kmb-hjﬂ
(ADSL) Jilaza
Zolall Lo g, 401 11 25l

o Bobo olial Ammsl) a86H1y Lg,all 1
plad (13) @8, = Latyl (5il8 iz g il gl
dogiall Las il acblasly (aidaad 91995
sy Asa Jd o Lagh3) o udy il 5
pehyz) ok Jadad 6 pinsesg . Lai¥l pllas
A Aadlge J| pHl bogyall sia e
dsaall @lu muasy Lol pllad qlass
o e baasll sda e MYl o Lags 30 uay
pdds o Lo eladl 3l Les Bsead Jluy) aa
s o) Laliel 5all sda JMs elisdl
1 sl g ol N LasWl g s lass

Aopall ozl Al do gyl sda s 2
0555 cLagray NS 3529 Sl (3 Al
Buazall p 2L pall Lwill

bogyadl sda Belydy a8 aily cliadl ,a 3
Tises e dadyi LB Lagdy alSNI
455051l et dyle g Lol LY

T5dto die [oeis ¥ 5 32 dall lia dadda pad 4

BuslgBus>gS das
canylatll 2 Ball]

Ja5 o3 Lo ol k!l ilalt Bl i anll 068,
Shileaally ol 0580 elly 2 e 4u,all
0338 & L dumsmzell ilall sliaf 23,al) pe
byolall  Cilaglazlly  aclaidly  =MLaY
sliatia

Jai sbeast 20s¥1 45,40 » :Orange -
2 ey e Ll 5Lads eyl wilgl - ol
"E’bj”ﬁ‘ "as‘).fu_”"




expressions not defined below shall
have the meanings assigned to them in
the Telecommunications Law and the
regulations and instructions issued
pursuant thereto:

Orange: is the Jordanian Company for
Data Transfer Services - Orange
Internet, hereinafter referred to as "the
Company” or "Orange".

Subscriber: the natural or legal person
or his authorized representative who
signs the service subscription
application form after having read and
agreed to all the terms and conditions
stated below.

Commission: the Telecommunications
Regulatory Commission established
pursuant to Telecommunications Law
No. 13 of 1995 and its amendments.
Contract: means these terms and
conditions, the tariff booklet, the
service subscription application form
and any appendices governing the
relationship between the two parties,
pursuant to which the subscriber is
provided with the service.

Service subscription application form:
is the form attached to the contract
which includes the data of the service
applicant and a description of the
service to be obtained, which is filled
out by the subscriber to obtain the
service.

Subscribers Data: This includes for
individuals: a copy of the civil status ID,
passport or residence permit for non-
residents, and for companies,
institutions or any other legal entity: a
copy of the registration certificate, a
valid professional license, a copy of the
certificate of those authorized to sign
on it and a copy of the identity
documents.

Tariff booklet: Any publications on the
company's website or brochures issued
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by Orange showing the fees and tariffs,
and any terms and conditions specific
to the offers provided by Orange.

Activation date (subscription validity):
The date of activation of the service on
Orange's technical systems and its
successful testing on the subscriber's
devices.

Coverage area: The cities or regions in
which the company provides the
service.

Subscriber terminal devices (CPE):
These are the devices that represent
the interface between the access line
and the subscriber's internal network.

Internet Protocol (IP): A network
protocol used to transfer information
across different communications
networks in a way that helps these
networks work together in a way that
makes them appear to users as if they
were one network.

Internet Service: It is a service provided
by Orange that enables the subscriber
to access a group of interconnected
networks operating around the world
using the Internet Protocol (IP).
Internet Protocol Services: These are
services that use advanced
technologies in the world of the
Internet (communication protocols
between networks, applications such as
message processing, Internet networks,
etc.) to provide solutions for open
access to the Internet, communication
between companies, or the creation of
virtual networks.

Voice over Internet Protocol (VOIP): It
means the technology that allows the
transmission of voice services over
Internet Protocol networks, which
includes calls on the Orange network,
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calls to local networks, and
international calls.

Content Service (IPTV): It includes
providing the subscriber with the ability
to watch TV channels/programs
through the broadband access line
(asymmetric digital subscriber line).
Telecommunications Law: It means
Telecommunications Law No. 13 of
1995 and its amendments.

Force Majeure: is an exceptional
incident that cannot be anticipated and
prevented and makes the
implementation of the obligation
impossible so that Orange is no longer
able to fulfill its fixed obligations under
this contract, including but not limited
to accidents of God, fire, war,
earthquakes, volcanoes, terrorism,
rebellion, siege and beyond Orange's
control and government decisions in
which the implementation of the
obligation becomes impossible.
License: The permission granted by the
Commission or the contract or
agreement signed between the
Commission and Orange to allow it to
establish, operate and manage a public
communications network or provide
public communications services in
accordance with the provisions of the
Telecommunications Law and the
regulations issued pursuant thereto.

Article 3: Description of the Service

Digital Torrent Service (Asymmetric
Digital Subscriber Line ADSL) is a service
provided by Orange that uses
technology to transfer digital
information at different speeds with
the possibility of providing additional
services with it such as Voice over
Internet Protocol (VOIP) or Internet
Protocol Television (IPTV) service,
whether packaged or independent, and
according to its availability through the
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offers provided by the company. This
technology provides an unstable
download speed and a lower upload
speed from the customer to the
Internet (Upload) with a maximum of 1
Mbps.

Article 4: Terms of subscription to the
service.

1. These terms and conditions specify
the conditions under which Orange
provides the subscriber with the service
to meet his special needs at the
installation address shown in the
service subscription application form.
2. To enable Orange to perform its
obligation to provide the service, the
subscriber must provide Orange
employees or those authorized by it
with the ability to access the
subscriber's site.

3. Providing the service to the
subscriber's site depends on several
factors, including that the required
service area is within the coverage area
and the availability of the necessary
devices that support the provision of
the service at the subscriber's location,
which are provided or approved by
Orange, in addition to a set of technical
and engineering determinants for the
speeds available on this service, such as
the distance of the subscriber's location
from the cabin or exchange, the
number of users in the subscriber's
residential area, the quality level of the
copper access line and internal
connections.

4. Subscription to additional services
(VolP service) or IPTV service, if
available, depends on the subscriber's
activation of the asymmetric digital
subscriber line service.

5. Providing the IPTV service, if
available, includes:
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A. Providing the subscriber with
viewing TV channels/programs through
the broadband access line (ADSL),
which consists of some features and
according to their availability during the
offers provided by Orange, including
providing the subscriber with viewing
live TV channels, as well as providing
the subscriber with viewing optional
paid and encrypted channels for their
subscribers only for an additional fee.
In addition to the optional services
provided by Orange such as Video on
Demand, Pay Per View, Electronic
Program Guide, Interactive Services
and Advertising.

B. The TV channel package provided to
subscribers depends on the subscriber's
request and the offer provided to him
by Orange, and the TV channel
packages provided by Orange may be
updated from time to time.

C. If the subscriber wishes to connect
this service to several TV sets at his
location, he must connect an STB
device to each TV and adjust the value
of his subscription to the service in line
with the requirements of his
subscription in return for paying the
necessary fee.

Article 5: Installation

1. The service installation process
includes installing the subscriber's
terminal equipment (CPE) or any other
devices necessary to operate the
service, which are provided by the
company.

2. The subscriber or his authorized
representative must be present to
complete the installation procedures.
Upon completion of the installation
procedures, the subscriber confirms the
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installation and operation of the service
as well as his receipt of this service
through a recorded call made by the
company to the subscriber. If the
subscriber is unable to contact him or
refuses to receive the service, the first
use of the service is considered the
date of receipt and approval of the
service.

3. If the installation process is
completed and the service is checked
on the subscriber's devices successfully,
the subscription is considered valid and
activated even if the subscriber is
unable to use the service for any
reasons beyond the company's control,
and Orange will not be responsible for
any malfunction or delay in receiving
the service resulting from the
subscriber's devices.

4. Billing begins from the date of
service activation.

5. Orange is committed to making
every effort to activate the service
within a maximum period of two weeks
from the date of submitting the
request. Otherwise, the subscriber has
the right to cancel the request without
incurring any financial obligations, and
Orange will not be responsible for any
delay resulting from the subscriber's or
the site's lack of readiness.

6. The subscriber must confirm receipt
of the service and agree to the
download speed that can be provided
to him according to the technical
capabilities of the area in which his
property is located and according to
the specifications mentioned in Article
(4) Clause (3) above. If the speed
agreed upon before installation is not
available, the subscriber has the right
to cancel the request and terminate the
contract.

Article 6: Service Quality
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1. Orange is committed to making
every effort to provide the service at
the best possible quality level that
enables the subscriber to benefit from
the service and within the obligations
arising from it under the license
granted to it.

2. It is known in advance that this
service is a shared service provided by
Orange on the basis of the commitment
to make every effort to provide the
service at the highest quality, as the
service speed varies and Orange cannot
guarantee the required speed
according to the offer provided by the
company.

3. The subscriber acknowledges that
Orange will not be responsible in any
way for any discrepancy, deficiency or
interruption that may occur in the
service from time to time due to force
majeure circumstances or due to the
interruption of the service for reasons
beyond Orange's control or will. Orange
also does not bear any responsibility for
compensating the subscriber for any
loss or damages arising from the
subscriber's misuse of the service. In
the aforementioned cases, the
subscriber loses his right to object to
this or to request any compensation for
it unless otherwise agreed.

Article 7: Contract Duration and
Validity

Under these terms and conditions, the
contract shall be effective from the
date of sighing the service subscription
application form for a period of not less
than one year and the contract shall be
automatically renewed for a similar
period unless either party notifies the
other party in writing of his desire to
terminate the contract thirty days
before the expiry date of the initial or
renewed commitment period.
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Article 8: Prices, fees and payment
method

1. The subscriber shall be billed for this
service in accordance with what is
included in the service subscription
application form and the tariff booklet.
2. In the event that the subscriber
subscribes to the service, he shall pay
the subscription fees for the offer
provided by Orange and the fees for
any additional services requested by
him in accordance with the tariff
specified by Orange.

3. Upon signing the contract, Orange
reserves the right to request a
refundable insurance amount for the
services subscribed to by the
subscriber, provided that it does not
exceed in any case the value of the
subscriber's expected bill for three
months. Orange also has the right to
use the insurance amount to cover any
expenses and/or wages and/or bills due
and/or commitment differences
determined for the end of the contract
if the subscriber does not pay them.

4. Subject to the provisions of the
Telecommunications Law, Orange may
increase service fees and prices,
provided that the new prices are
implemented after announcing the new
fees and prices in two local daily
newspapers for a period of no less than
one month, provided that they do not
exceed what is stated in the license
conditions or the instructions and
decisions issued by the Commission in
this regard, and that if these
amendments relate to a reduction in
fees and/or prices, they will be applied
immediately upon their announcement,
and in all cases, Orange must inform
the Commission of any amendments.
5. The subscriber pays all fees and taxes
due to government entities in the
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Kingdom and due for the service, which
Orange collects on behalf of those
agencies.

6. The billing process is done monthly
or annually according to the offer
provided, through an invoice that
includes the monthly/annual
subscription fees and additional
services according to the offers
available in the market and shown in
the tariff booklet.

7. A detailed monthly invoice is sent in
Arabic or English to the subscriber
(according to his desire) via the email
that the subscriber provides when
subscribing to the service, and Orange
has the right to inform the subscriber of
the value of his bills through text
messages that can be sent to the
subscriber's mobile line registered with
Orange, or through regular mail to the
subscriber's address registered in the
service subscription application form
based on the subscriber's request for a
specific fee or additional fee borne by
the subscriber and in accordance with
the relevant legal legislation.

8. The subscriber must pay the
amounts due within thirty days from
the date of issuance of the invoice.

9. The subscriber has the right to object
to any amount in his bill within 14 days
from the bill due date.

10. Orange's records are considered
acceptable evidence of the validity of
the amounts due to it, unless the
subscriber proves otherwise.

11. In the event that the subscriber
terminates the contract for any reason,
Orange, after deducting all amounts
due to him, shall return the remaining
balance of the insurance to the
subscriber within one month from the
date of termination of the contract.
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Article 9: Duties and Obligations

9.1 Orange's Duties and Obligations:
1. Orange is committed to making
every possible effort to reconnect the
service in the event of any technical
failure or emergency or due to
modifications or maintenance within a
period of 7 working days or as the case
may be, and Orange does not make any
claims that the service and/or network
is free of defects.

2. Orange is committed to maintaining
the confidentiality of subscriber
information and not disclosing it,
except for information that the
subscriber agrees to publish or
information that is disclosed in
accordance with applicable regulations
and legislation or upon an official
request from the Commission or
security or judicial authorities.

3. Orange is committed to repairing
faults if they occur and in accordance
with the terms and obligations of the
license granted to it within a period of
7 working days or as the case may be.
4. In the event of a malfunction or
interruption in the services provided by
Orange and if the malfunction or
interruption is due to internal factors
specific to Orange, except in cases
where the service is interrupted for
maintenance, modifications,
expansions or updates carried out on
the network, provided that the
subscriber is notified by appropriate
means 48 hours in advance if possible,
the subscriber reserves the right to
request Orange to refund the
subscription fees for the affected
service in proportion to the length of
time during which the problem existed,
based on the subscriber’s request (and
up to the maximum value of the
monthly subscription), whether by
returning the money or making
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discounts or compensating with
additional hours or capacities or
according to what is agreed upon
between the two parties, provided that
the period of service interruption is not
less than two separate or continuous
business days per month.

However, Orange will not be
responsible for compensating the
subscriber in the following cases:

e If he does not report the malfunction
e |[f the delay in repairing the
malfunction is due to the subscriber

e |f the malfunction is beyond the will
or control of Orange.

5. Orange is committed to notifying the
subscriber of any change to the

company’s address or contact numbers.

9.2 Subscriber Duties:

1. The subscriber is obligated to pay all
amounts due such as fees, charges and
bills related to the service on or before
their due dates.

2. The subscriber is solely responsible
for using his subscription and thus
using the service, and any connection
or data transfer within the use of this
service will be considered to have been
done by the subscriber and under his
responsibility.

3. The subscriber is solely responsible
for any devices owned by Orange and is
not authorized to modify them in any
way and not to allow any other person
(except those authorized by Orange) to
do so. The subscriber is responsible for
any damage or loss to the devices
necessary to provide the service he has.
4. The subscriber undertakes to
immediately notify Orange in writing of
any change in the information he
provided when requesting the service,
especially in the event of a change in
address. Orange will not be responsible
if it deals with the subscriber based on
the information provided by him until
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the subscriber notifies Orange of the
change.

5. The subscriber shall be solely
responsible for using the service and
shall be directly responsible for any
error and/or malfunction and/or
sabotage and/or negligence arising due
to poor service resulting from his
actions and for any direct or indirect,
material or non-material damages
caused by him or one of his agents
towards Orange or towards a third
party due to their use of the service.
6. The subscriber shall ensure that any
device he connects or uses in the
service is technically compatible with
the service and approved for this
purpose under any relevant legislation.
7. The subscriber shall not assign the
subscription contract and/or share it
with any person or entity without
obtaining written approval from
Orange.

8. The subscriber shall be responsible

for providing special protection systems |

for his systems in order to protect
against hacking, penetration or illegal
use by any party and shall also be
responsible for the correct use of this
service and for protecting and
preventing his data and/or software
from infection with any viruses that
may result from within the Internet or
from hacking operations from the
Internet and for archiving the hard disk
before and after implementation.

9. The Subscriber shall be responsible
for providing the necessary protection
for the access code or passwords/code
used to access the Service (including his
responsibility to change the password
from time to time). The Subscriber shall
also take all necessary measures to
maintain, protect and use it in lawful
ways and not disclose it to any
unauthorized party.
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10. The subscriber undertakes not to
use the service or allow the service to
be used for purposes that violate public
security and safety and/or public
morals or in a manner that violates the
applicable laws and regulations.

11. The subscriber undertakes to use
the service through devices licensed or
that have obtained the Commission’s
prior approval and are compatible with
the service, and that any breach of this
will result in the immediate inability to
benefit from the service.

12. The subscriber acknowledges that
this service is intended for use within
the boundaries of his property only,
and it is not permissible to share the
service with any other party or assign it
or any of its parts to others.

13. The subscriber undertakes to use
the service within the limits of normal
use to meet his own needs, and in the
event of misuse or sharing of the
service, the service will be suspended
until his situation is corrected, with
Orange reserving its right to cancel the
subscription or limit the download
capacity allowed to the subscriber.

14. The subscriber acknowledges that
any agreement between the two
parties made by any electronic means
is valid for any of the additional
services or request to amend the offers
provided for this service, provided that
all details about the nature of the
service and/or offer and/or
amendment to the offer are included
and clarified in terms of the
commitment period, fees, prices and
any related information.

Article 10: Service Suspension
Orange reserves the right to suspend

the service provided to the subscriber
in the following cases:
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1. The subscriber is late in paying the
fees or charges due to Orange after
thirty days from the date of issuance of
the invoice.

2. The subscriber violates any of these
terms and conditions

3. The subscriber causes any damage to
the network while using this service.

4. The subscriber carries out hacking
operations or attempts to hack devices
required to provide the service
resulting from or issued by linking the
subscriber's network and terminal
devices or carries out or attempts to
illegally use the data published on the
network resulting from or issued by
linking the subscriber's network and
terminal devices.

5. The subscriber markets or sells the
service in any way to a third party.

6. The subscriber assigns the service
subscription contract, whether
temporarily or permanently, to a third
party or if it is used by several users
without obtaining Orange's approval.
7. If the subscriber is declared bankrupt
or insolvent or his credit account
deteriorates, and it becomes clear that
he will not be obligated to pay any
future obligations towards Orange.

8. For security reasons or public safety
reasons or when the subscriber uses or
attempts to use the service in a manner
that violates applicable legislation or is
fraudulent or violates public morals.

9. Orange has the right to stop
providing the service completely in the
subscriber's geographical area during
the contract period in the event that an
alternative service is available in the
subscriber's geographical area with
newer technical technologies, and that
the alternative service is provided to
the subscriber with the same
specifications and prices as the service
provided to the subscriber, and that the
subscriber is notified in advance
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without the subscriber incurring any
additional fees except for the monthly
fees due for the subscriber's use of the
service until the date of service
suspension.

10. In the event of any modification or
scheduled maintenance of the technical
systems of the service, the subscriber
must be notified of this 48 hours in
advance and the service must be
reconnected as soon as possible
without paying a reconnection fee.

11. Orange has the right to suspend the
service immediately, permanently or
temporarily, in the event of a written
request from the security or judicial
authorities or the Commission, in which
case Orange shall not be responsible
for compensating the subscriber.

Article 11: Termination of the Contract

Orange has the right to terminate and
cancel the contract without the need to
notify/warn the subscriber in the
following cases:

1. In the event of the death of the
subscriber if he is an individual, or upon
the liquidation or insolvency of the
subscriber if he is a company, or in the
event of insufficient credit to the extent
that the subscriber is unable to pay the
debts owed to Orange, provided that
Orange is notified in the event of
liquidation or insolvency.

2. If the subscriber does not pay all fees
and charges due within 45 days from
the date of issuance of the invoice.

3. In the event of Orange's insolvency,
liquidation, or cancellation of the
license granted to it by the Commission
or its successors for any reason, and in
the event that the liquidation is
voluntary, Orange must notify the
subscribers within two months from
the date thereof.
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4. In the event that the subscriber
breaches any provision of these terms
or conditions and/or violates the
provisions of the Telecommunications
Law in force.

5. In the event that the subscriber
submits any incorrect, misleading or
fraudulent documents or information
and does not correct his situation
within a week from the date of
notification.

6. Hacking or attempting to hack or
illegal use of the service.

7. Hacking or attempting to hack or
illegal use of data on the network
issued by the subscriber's workstation
or switchboard.

8. If the service is suspended for one of
the reasons mentioned in Article (10,
Clauses 2 to 9) above, Orange has the
right to terminate the contract after
seven days from the date of suspension
of the service.

Termination of service upon the
subscriber's request:

1. The subscriber has the right to
terminate the contract at any time
unless the contract stipulates
otherwise, provided that all amounts
and fees due from him are paid until
the end of the initial contractual term.
2. In all cases mentioned in Article (11)
above, the subscriber must return all
Orange devices in good condition
within seven business days from the
date of notification to the subscriber or
from the date of cancellation of the
service or termination of the contract.
Orange has the right, after the expiry of
the above period and in the event that
the devices are not returned, to fine
the subscriber the price of the Orange
devices.

Article 13: Settlement of the account
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The settlement of the subscriber's
account includes the following:

1. Settlement of all amounts due to
Orange.

2. Billing errors in favor of Orange.

3. Billing errors in favor of the
subscriber, where the balance is
reversed in the next invoice.

4. Orange shall return the insurance
fees to the subscriber after collecting
the full amounts due within one month
from the date of termination of the
contract.

Article: 14 Complaints and Dispute
Resolution

1. The number (1214) or any other
number specified by Orange is
allocated for complaints and subscriber
service, and any complaints are
considered and responded to as quickly
as possible. In the event that any
financial claim or problems related to
the level of service provided are
proven, measures are taken as quickly
as possible to return any amounts
related to errors in the bills within a
maximum period of one month from
the date of submitting the complaint.
Orange receives the
complaint/complaints submitted by
subscribers, where the person or
department concerned at Orange
works to resolve them as quickly as
possible.

2. This contract and its terms are
subject to the laws in force in the
Hashemite Kingdom of Jordan, and the
courts of the Kingdom have the
authority and jurisdiction to consider
any dispute arising from the
interpretation or application of any of
its terms. The subscriber also has the
right, after submitting a complaint to
Orange, to resort to the Commission
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and the number designated by it for
complaints 117000 or any other
number designated by the Commission
for the purpose of resolving any dispute
or conflict regarding any of the terms
and conditions of this contract or the
level, quality or method of the service
provided.

Article 15: Limits of Liability

Orange is not liable to the subscriber in
the following cases:

1. Orange will not be responsible for
any error, malfunction, interruption of
service or other incidents beyond its
control, and in particular will not be
liable for any force majeure or error
resulting from actions beyond the will
or control of Orange or due to the
actions or negligence of the subscriber
or his employees, agents or
independent contractors.

2. In the event of failure or
incompatibility of the subscriber's
devices with the devices connected to
the service provided by Orange.

3. In the event of using the service in a
manner that does not comply with the
terms and conditions of this contract
and legal legislation.

4. In the event of hacking (piracy) or
fraud in the use of the service by the
subscriber or a third party, which
affects the provision of the service and
which arises from the subscriber's
devices.

5. Orange will not be responsible to the
subscriber and/or any third party for
the content of the service subscribed to
by the subscriber or any material or
moral damages that may result from
that.

6. Orange will not be responsible for
any expenses or damages from any
interference, delay or failure in the
service for reasons beyond its control




and/or will. It will also not be
responsible for the inability to access
the service due to the subscriber's
failure to comply with the instructions
issued by Orange, and Orange does not
bear any responsibility for
compensating the subscriber for any
losses or damages resulting from the
subscriber's misuse of this service.

Article 16: Notices

1. Any notice from Orange to the
subscriber and vice versa, if it is in
writing, will be effective upon delivery
to the address indicated for both
parties in the subscription application
form. ‘

2. Orange has the right to send the
notice electronically or by fax to the
subscriber or send it via the SMS
service to the subscriber’s mobile
number listed within Orange’s
restrictions and it will be considered
received by the subscriber and effective
as of the first day after sending. 3.
Subject to the provisions of the
applicable legislation, Orange’s
advertisements in daily newspapers
shall constitute a notice to the
subscriber.




