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Executive Summary 
 

1. CCTS believes that its unique experience as both the industry complaint resolution body 
and code administrator has provided it with insight into the degree to which the rights and 
responsibilities in The Wireless Code (TWC or the Code) are well understood by both 
wireless service providers (WSPs) and customers, as well as the manner in which the 
requirements in TWC are being implemented and applied by WSPs.   
 

2. Since the launch of TWC, CCTS has identified 6,935 alleged breaches of TWC in customer 
complaints filed with it.  Of these, CCTS was required to investigate 1,596 alleged 
breaches, and found that TWC had been breached 858 times by WSPs. 

 
Effectiveness of TWC 

 
3. Generally speaking, CCTS believes that by setting minimum standards applicable to all 

WSPs, and through its efforts to publicize the Code, TWC has helped to clarify rights and 
responsibilities for both consumers and WSPs.  

 
4. However, certain TWC provisions, including the requirement to provide a permanent copy 

of the contract and a Critical Information Summary that summarizes the key elements of 
the contract, as well as the mechanics for providing customers with the related documents 
and terms – provisions that are intended to ensure that customers receive full disclosure of 
key rights and responsibilities when they subscribe for service – are not always being 
implemented in a manner that meets this objective. This may be limiting the extent to which 
consumers are able to gain a full understanding of their rights and responsibilities.   
 

5. Section B1 of TWC requires service providers to give the customer a permanent copy of the 
contract and related documents immediately after the customer agrees to the contract.  When 
entering into a contract over the phone, the WSP is permitted 15 calendar days to send these 
documents.  But the contract and related documents contain important information that would 
inform the customer’s agreement to be bound by a contract.  

 
6. In CCTS’ view, the number of concerns relating to non-disclosure or misleading information 

could be reduced by ensuring that this information is provided either prior to, or 
contemporaneously with, obtaining the customer’s consent to be bound by the contract.  We 
therefore recommend that the Commission consider whether these requirements are 
currently meeting the objectives of TWC or whether requiring the disclosure of this 
information prior to or at the time of obtaining customer consent to be bound by the terms 
would better meet its objectives.   

 
7. We have also found that some WSPs are not using the CIS as a summary of key elements 

of the service contract - a document that is to be provided in addition to the service contract.  
Rather, many WSPs are blending or merging the CIS into the contract, or using it as the 
contract itself.   
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8. If it is the Commission’s intention to ensure that the CIS constitutes a concise summary of 
important provisions for ease of customer reference, CCTS respectfully suggests that the 
wording used by the Commission in the TVSP Code may be useful to ensure that the 
requirement for the CIS to be an addition to the contract and to summarize the key 
information in the contract, is fully understood.  A clarification from the Commission that 
relying on the CIS alone as “the contract” does not meet the requirements of TWC may also 
be helpful to ensure that the contractual documentation provided by WSPs to customers 
meet the objectives identified by the Commission for TWC. 

 
9. CCTS has also noted that at least two providers have drafted their agreements such that the 

consent to receive the permanent copy of the contract and related documents electronically 
has been built directly into the agreement.  As far as CCTS can determine, there does not 
appear to be an option for the customer to accept the wireless services agreement without 
also agreeing to receive their documents electronically.  In light of the important information 
that some of these documents disclose, such as limitations on the use of service found in the 
fair use policy or details about trial periods, we wish to bring this matter to the Commission’s 
attention so that it can determine whether this practice meets the requirements of TWC, 
specifically that the customer expressly and knowingly decides that an electronic copy is 
acceptable. 

 
10. Section B1(i) requires service providers to give customers a permanent copy of the contract 

and related documents.  In TWC, the Commission defines a permanent copy as an 
inalterable copy (e.g. a paper copy or PDF version) of the contract. However, CCTS has 
found that some WSPs send customers a link to their website to consult the “related 
documents” such as the fair use policy, privacy policy, and other important information.  In 
CCTS’ view, this practice does not meet the requirements of TWC and we invite the 
Commission to clarify that a web link, the content of which can be changed, does not 
constitute an inalterable electronic copy.  

 
Evolution of Retail Mobile Wireless Market 
 
Multi-user plans and Mobile Internet 

 
11. The increasing popularity of multi-user mobile plans such as “family share plans” requires 

the Commission to carefully consider the wording of TWC when describing rights and 
responsibilities, to ensure that it is clear upon whom the right or responsibility falls in the 
context of multi-user plans.   
  

12. This is particularly important when it comes to the data and roaming caps in section E of 
TWC and the requirement to obtain the customer’s consent to pay additional charges.  
Sections E2 and E3 require service providers to cap data and roaming charges to $50 and 
$100 respectively unless the customer consents to pay additional charges. 

 
13. However, we have found that some WSPs, in response to TWC, are sending notifications to 

the individual device incurring the data and allow that device user to consent to additional 
charges.   
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14. In TRP 2013-271 the Commission made it clear that the intent of this provision is to help 
customers avoid “bill shock”.  In that light, CCTS has interpreted section E to require that the 
consent to pay additional charges must be obtained from the customer.  In the context of a 
multi-user type plan, this is the account holder – the person that has contracted with the WSP 
for the service, and who is responsible for payment - and not the individual device users.   

 
15. CCTS has also recently received a complaint from a wireless customer that subscribed to a 

mobile internet plan (wireless hub) by which internet service is provided through a WSP’s 
mobile network.  The customer was surprised to receive a bill for additional data charges and 
claims to have never consented to pay additional charges above the $50 monthly cap 
required by TWC. 

 
16. Unlike a cell phone, mobile internet is by design meant to be used by numerous people over 

multiple devices.  In CCTS’ view, when the very nature of a service is that multiple people 
will be using it, additional consideration is required to ensure that the WSP is obtaining the 
customer’s consent, and that the WSP is able to demonstrate it.   

 
17. We urge the Commission to consider service provider practices in obtaining customer 

consent to pay additional data charges in the context of multi-user cell phone plans and 
mobile internet plans and to specifically address whether obtaining consent to pay additional 
charges from device (or mobile internet) users meets the intent and requirements of TWC.   

 
Applying the data and roaming caps 

 
18. CCTS has also seen complaints about at least one WSP that is not applying the data or 

roaming cap once the $50 or $100 threshold has been reached.  Instead, it calculates the 
threshold by multiplying this amount by the number of wireless devices activated on the 
shared plan.   

 
19. We also suggest that the Commission clarify that its intent was to require service providers 

to suspend data overage charges at $50 per monthly billing cycle and international data 
roaming charges at $100 per monthly billing cycle and that these thresholds are to be applied 
per account, not per device activated on the account.    

 
Is data a “service included in the contract”? 

 
20. Prior to the launch of TWC, many WSPs offered wireless plans that included data services 

as a component of the monthly price plan.  However, since the launch of TWC, many 
WSPs have removed the data component from the wireless plans and now offer it as an 
“add-on” to the plan.   

 
21. Whether or not the data service is considered a “key term” of a wireless service contract 

has implications for the protections a customer will have should the WSP wish to change 
the parameters of the data feature – either the amount of data allotted to the customer, or 
the price of that allotment.  
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22. Since service providers have been referring to data as an “add-on”, “optional service”, or 
“promotion”, they argue that they are permitted by Section D2 to change the terms of the 
data plan without the customer’s consent.  All they need to do is provide 30 days’ notice.  

 
23. This change in business practice has had considerable impact on consumers and the 

availability of the rights prescribed to them in section D1 of TWC, specifically the protection 
from unilateral changes to the key terms and conditions of their wireless service. 

 
24. In light of the conflicting views on this matter and the increasing prevalence and importance 

of data to Canadians, we recommend that the Commission clarify exactly what it means when 
it requires service providers to identify all of the “services included in the contract” and 
specifically whether the current practice of excluding data from the monthly plan commitment 
is consistent with the language of TWC and with the Commission’s intention.  

 
Pre-paid customers 

 
25. TWC provides different sets of rights for pre-paid and post-paid wireless customers.  For 

example, section D prohibits WSPs from making unilateral changes to post-paid contracts 
during the commitment term, while no such right is provided for pre-paid customers.   

 
26. Since the launch of TWC, WSPs have expanded the ways in which “pre-paid” services are 

offered.  In some cases, customers are not required to purchase and activate a prepaid card; 
instead they subscribe to pre-paid service in the same way that other customers subscribe 
to post-paid service, the only difference between the two being the point in time at which the 
customer pays for the service 

 
27. We therefore invite the Commission to consider whether these new market practices 

necessitate changes to TWC provisions specifically impacting pre-paid customers.   
 

Content and clarity of TWC 
 

28. Currently there is no definition or guidance for the industry on what constitutes plain language 
and we have found that some service providers are using language and terms that may be 
too technical for the average consumer to understand.  CCTS suggests that the Commission 
consider issuing clearer guidelines to the industry on what constitutes plain language in order 
to ensure that customers are receiving important information in a clear and simple manner. 
 

29. CCTS has also received complaints from customers who were not informed that their WSP 
placed a spending or credit limit on their account and whose service was disconnected 
without notice because they exceeded this pre-determined spending or credit limit.  CCTS 
therefore recommends that the Commission consider requiring WSPs to specifically disclose 
any spending/credit limits that are applied, or which may be applied, in the customer’s 
contract.   

 
30. Lastly, CCTS wishes to bring to the Commission’s attention that in 2015-16 customers raised 

issues regarding roaming charges 215 times and that 71% of these pertained to voice 
roaming charges.  Many customers complained that they were not aware that data roaming 
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plans did not cover voice roaming and were surprised to receive a bill for these calls.  The 
Commission may therefore wish to consider whether TWC should also address concerns 
from customers about voice roaming charges.    
 
Consumer Awareness of CCTS 
 

31. In 2013-14, over 80% of the 764 alleged breaches identified in complaints were identified by 
customers.  The following year, only 12% of the over 3,200 alleged breaches were identified 
by customers.  The result for 2015-16 is not materially different, with just under 12% of the 
alleged breaches having been identified by customers.   
 

32. CCTS cannot determine with certainty whether these results indicate that customers are 
less aware of TWC or whether the decline in the proportion of TWC alleged breaches that 
are identified by customers is attributable to other factors.   

 
Future Review of TWC 
 

33. CCTS believes that the current process of re-examining TWC every few years is generally 
effective as it allows sufficient time within which to identify changes in the marketplace that 
may necessitate revisions of TWC.  CCTS also notes the availability of the Part 1 process to 
consider matters in the period between scheduled reviews.   
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Introduction 
 

34. CCTS has been administering the Wireless Code (TWC) at the request of the CRTC since 
it first came into effect in December 2013.  CCTS believes that its unique experience as 
both the industry complaint resolution body and code administrator has provided it with 
insight into the degree to which the rights and responsibilities in TWC are well understood 
by both wireless service providers (WSPs) and customers, as well as the manner in which 
the requirements in TWC are being implemented and applied by WSPs.   
 

35. Since the launch of TWC, CCTS has identified 6,935 alleged breaches of TWC in customer 
complaints filed with it.  Of these, CCTS was required to investigate 1,596 alleged 
breaches, and found that the TWC had been breached 858 times by WSPs.1   

 
36. Attached as Appendix 1 is a report that shows the number of confirmed breaches for each 

section of TWC during CCTS’ last two fiscal years, covering the period from August 1, 2014 
to July 31, 2016.   

How CCTS Administers TWC 

37. When CCTS accepts complaints, it identifies any potential (alleged) breaches of TWC 
based on the information obtained from both the customer and the WSP, and tracks them.  
If a complaint is resolved to the mutual satisfaction of both parties, CCTS does not further 
investigate either the substance of the complaint, or the alleged breach of TWC.   
 

38. If the parties are unable to resolve the complaint, CCTS is required to investigate it. CCTS 
staff reviews all of the available evidence to determine the appropriate resolution of the 
complaint. At the same time, staff reviews the requirements of TWC that bear on the 
complaint, in order to determine whether the facts, and the evidence presented, disclose a 
breach of TWC.  In some cases, it is necessary to determine whether or not the 
requirements of TWC have been met in order to determine the appropriate outcome of the 
complaint.  In other cases, the evidence provided by the parties may disclose a breach of 
TWC that is not specifically linked to the problem identified by the customer.  Still, other 
times the evidence provided by the parties may confirm some details of the complaint but is 
not sufficient to allow CCTS to unequivocally confirm a breach of TWC.      

 
39. In any case, when CCTS believes that a WSP has failed to meet the requirements of TWC, 

CCTS notifies it of the breach and the basis upon which the finding was made.  The WSP 
then has 14 days to respond and explain, either by way of argument or additional evidence, 
why it believes that it has complied with the requirements of TWC.  If the WSP fails to 
respond, or if CCTS is unpersuaded by the response, CCTS records a “confirmed breach” 
and reports it in the Mid-Year and Annual Reports. This reporting includes a number of 

                                                           
1 This data covers three CCTS fiscal years, but reflects code administration activity for two years and eight months 
of that period as TWC became effective in December 2013.  
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different reports which provide data on the total number of confirmed breaches, the 
sections of TWC to which those breaches relate, and the identities of the WSPs which have 
been found to have committed the breaches.   

 
40. CCTS compiles the various determinations and interpretations that it has made in the 

thousands of complaints that it has investigated since the launch of TWC in December 
2013.  CCTS share much of this information publicly by publishing an Annotated Guide to 
TWC to ensure a common understanding of the requirements of TWC and to describe 
CCTS’ approach to interpreting specific Code provisions and fact situations.  In order to 
make the most current data available for this proceeding, CCTS has just updated the 
Annotated Guide to the Wireless Code, and it is attached as Appendix 2.   

 

CCTS Comments on the Questions for Discussion raised in Appendix 2 of  
TNC 2016-293 
 
41. In Telecom Notice of Consultation CRTC 2016-293 (TNC 2016-293), the Commission 

asked for comments on  
 

a. The effectiveness of TWC  
b. The evolution of the wireless market since the implementation of TWC 
c. The content and wording of TWC 
d. Consumer awareness of TWC, and 
e. How the Wireless Code’s effectiveness should be reviewed going forward. 

 
42. CCTS provides its comments to these questions, and the other issues raised in TNC 2016-

293 below.     
 

A. The effectiveness of the Wireless Code 
 

43. The Commission seeks input on whether the code has contributed to a better 
understanding by Canadians and by WSPs of their rights and responsibilities and whether 
the Code has minimized consumers’ barriers to switching service providers.   
 
Has TWC contributed to a better understanding of rights and responsibilities? 
 

44. Generally speaking, CCTS believes that by setting minimum standards applicable to all 
WSPs, and through its efforts to publicize TWC, the Code has helped to clarify rights and 
responsibilities for both consumers and WSPs.  

 
45. However, CCTS notes that certain TWC provisions, including the requirement to provide a 

permanent copy of the contract and a Critical Information Summary that summarizes the 
key elements of the contract, as well as the mechanics for providing customers with the 
related documents and terms – provisions that are intended to ensure that customers 
receive full disclosure of key rights and responsibilities when they subscribe for service – 
are not always being implemented in a manner that meets this objective. This may be 
limiting the extent to which consumers are able to gain a full understanding of their rights 
and responsibilities. 
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46. CCTS provides detailed comments regarding these matters in paragraphs 91-98 and 100-

102 below as part of the discussion on the content and wording of TWC.   
 
Has TWC minimized barriers to switching providers? 
 

47. CCTS is unable to comment with certainty as to whether TWC provisions have minimized 
barriers for customers wishing to switch service providers.  CCTS does note, however, that 
it continues to see complaints from customers who are experiencing difficulties in getting 
their devices unlocked, as well as complaints from customers about being billed after the 
cancellation of their service, in spite of the CRTC’s prohibition of the practice.   
 

48. In Telecom Regulatory Policy CRTC 2013-271, the Commission stated that locked devices 
do not contribute to a more dynamic marketplace as they are a barrier for customers who 
want to migrate to a competing WSP or subscribe to services from a foreign WSP while 
travelling abroad.   
 

49. As such, Section F1 of TWC requires that a service provider which provides the customer a 
locked device as part of a contract must also provide the means to unlock it (subject to 
certain conditions).  CCTS notes that concerns about the ability to unlock a wireless device 
were raised over 80 times in customer complaints in 2015-16 alone.  Although the number 
of times this issue was raised has not changed substantially compared to 2014-15, it has 
been raised over 90% more often since TWC came into effect in 2013-142.  In many cases, 
customers tell us they are experiencing difficulty getting their device unlocked by their 
provider. 
 

50. In a number of these cases WSPs state that they do not have the ability to unlock devices.  
When faced with a request from a customer to unlock a device, CCTS has seen some 
WSPs send the customer to a “manufacturer’s warranty centre” to get their devices 
unlocked. Some of these customers have told us that after working with this centre, they 
are still unable to get their devices unlocked.  In some cases, customers waited for months 
because neither they nor their service provider could obtain the unlock code from the 
manufacturer.   
 

51. CCTS therefore suggests that the Commission consider providing guidance on whether a 
service provider’s attempt to obtain the unlock code for the customer (either directly itself 
from the manufacturer or by referring the customer to the manufacturer) meets the 
requirement in TWC.  If the Commission expects service providers to do whatever is 
necessary to ensure that customer’s devices are successfully unlocked, it would be helpful 
to clarify this explicitly in section F1.   

 
52. CCTS also continues to see complaints from customers who tell us their service provider 

has either required them to provide it with thirty days’ notice to cancel wireless service, or 
who received an invoice for charges incurred after the date they cancelled their wireless 
service.  Although the number of times customers are raising this issue has declined by 

                                                           
2 Number of “unlocking” device concerns raised in customer complaints:  
2015-16: 82 
2014-15: 78 
2013-14: 43 
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almost 15% in 2015-16 compared to the previous year, this problem was still raised almost 
400 times.   

B. The evolution of the retail mobile wireless market since the implementation of 
the Wireless Code 

53. In Appendix 2 to its Notice of Consultation, the Commission invited comments on changes 
in the retail wireless market since TWC came into effect that necessitate modifications to 
the Code, including the prevalence of family share plans as well as the increasing use of 
data by Canadians.  CCTS offers comments on its recent experience with both of these 
developments below.   

Multi-User Wireless Plans and Section E Requirements 

54. The increasing popularity of multi-user mobile plans such as “family share plans” requires 
the Commission to carefully consider the wording of TWC when describing rights and 
responsibilities to ensure that it is clear upon whom the right or responsibility falls in the 
context of multi-user plans.   
  

55. This is particularly important when it comes to the data and roaming caps in section E of 
TWC and the requirement to obtain the customer’s consent to pay additional charges.  
Section E1 requires service providers to notify customers when their devices are roaming in 
another country; sections E2 and E3 require service providers to cap data and roaming 
charges to $50 and $100 respectively unless the customer consents to pay additional 
charges. CCTS sees a large number of complaints from customers who received large 
roaming or data overage charges, and who claimed that they did not consent to incur 
charges above the cap. This arose from a practice developed by some WSPs, in response 
to TWC, of sending a notification to the individual device(s) incurring the data and to allow 
that device user to consent to additional usage. 

 
56. Sections E2 and E3 require that “the customer” must provide the consent to pay additional 

charges.  TWC defines the customer as “individuals or small businesses subscribing to retail 
mobile wireless services”.  In TRP 2013-271 the Commission made it clear that the intent of 
this provision is to help customers avoid “bill shock”.3  In that light, CCTS has interpreted 
section E to require that the consent to pay additional charges must be obtained from the 
customer.  In the context of a multi-user type plan, this is the account holder – the person 
that has contracted with the WSP for the service, and who is responsible for payment - and 
not the individual device users.   

Mobile Internet  

57. In another similar but slightly different case, CCTS received a complaint from a wireless 
customer that subscribed to a mobile internet plan (wireless hub) by which internet service 
is provided through a WSP’s mobile network.  The customer was surprised to receive a bill 

                                                           
3 Telecommunications Regulatory Policy CRTC 2013-271, The Wireless Code (TRP 2013-271), paragraphs 113-116 
and 128-129.   
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for additional data charges and claims to have never consented to pay additional charges 
above the $50 monthly cap required by TWC.  

 
58. When a customer’s cell phone incurs $50 of overage data charges, service providers are 

required to cap the data, and they generally send a notice, usually by text message, in order 
to obtain consent to remove the cap and pay additional charges.  As explained above, so 
long as the service provider is obtaining the consent from the account holder responsible for 
paying the charges, this practice seems reasonable and Code-compliant.   

 
59. However, the nature of mobile internet service is different and as such, a different mechanism 

may be required to ensure proper notification to, and consent from, the customer.  Unlike a 
cell phone, mobile internet is by design meant to be used by numerous people over multiple 
devices.  Similar to data share-type cell phone plans, service providers need to ensure that 
it is the customer from whom they are obtaining the consent to pay additional data charges 
since there is more than one person making use of the service.  

 
60. In the mobile internet case mentioned above, the customer informed us that she believed 

that it was likely her young child that had received a pop-up notice while he was using a 
home computer and “consented” to pay additional data charges.  When we asked the service 
provider whether it could demonstrate that the customer – the account holder – consented 
to pay additional charges as was required by TWC, it could not.   

 
61. In CCTS’ view, when the very nature of a service is that multiple people will be using it, 

additional consideration is required to ensure that the WSP is obtaining the customer’s 
consent, and that the WSP is able to demonstrate it.   

 
62. We urge the Commission to consider service provider practices in obtaining customer 

consent to pay additional data charges in the context of multi-user cell phone plans and 
mobile internet plans and to specifically address whether obtaining consent to pay additional 
charges from device (or mobile internet) users meets the intent and requirements of TWC.   

Application of data and roaming caps in multi-user plans 

63. CCTS has also seen complaints about at least one WSP that is not applying the data or 
roaming cap once the $50 or $100 threshold has been reached.  Instead, it calculates the 
threshold by multiplying this amount by the number of devices activated on the shared plan.  
For example, if a customer has four devices activated on a share plan, the service provider 
is only applying the data cap once total data overage charges reach $200 instead of $50.   
 

64. Although it is too early to identify a sustained trend, CCTS has reported 13 confirmed 
breaches relating to service providers not properly obtaining consent from the customer (the 
account holder) to pay additional charges or not applying the data or roaming cap at $50/$100 
respectively, up from 7 the previous year.  Since TWC came into effect, CCTS has reported 
a combined 843 potential (alleged) breaches of either E2 or E3, investigated 174 of them, 
and confirmed breaches in 21 cases.   In most of these cases, the service provider informed 
us that its practice or policy is to either send the notice to the device user and/or to obtain 
consent to pay additional charges from the device user, not the account holder.   
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65. CCTS suggests that the Commission consider including additional direction in TWC to 
ensure that it is clearly understood by all parties that in order to prevent bill shock, it is the 
account holder – the person responsible for the account and the payment of the charges – 
and not the individual device user(s) who must consent to pay additional charges.  We also 
suggest that the Commission clarify that its intent was to require service providers to suspend 
data overage charges at $50 per monthly billing cycle and international data roaming charges 
at $100 per monthly billing cycle and that these thresholds are to be applied per account, not 
per device activated on the account.    

“The services included in the contract”- Where does data fit in?  (TWC Section B(1)(iv)(a))   

66. Prior to the launch of TWC, many WSPs offered wireless plans that included data services 
as a component of the monthly price plan.  Under this model, the customer would pay one 
monthly fee and would obtain a certain number of airtime minutes, texts, and an allotment of 
data.  The contracts provided to customers during this time clearly specified that data was a 
component of the monthly wireless plan.  Under TWC, this would have meant that section 
D1 of TWC would apply and WSPs would not be able to change the terms of the customer’s 
data during the commitment period.   
 

67. However, since the launch of TWC, many WSPs have removed the data component from 
the wireless plans and now offer it as an “add-on” to the plan.  Wireless service contracts 
have been updated to reflect this change in business practice with WSPs excluding data from 
the “main” section of the contract and now adding it under a different section, usually called 
“add-ons”, “optional services”, or “promotions”. On the other extreme, we have seen 
contracts in which there are no services listed under key contract terms and absolutely 
everything, including voice and data, is listed as an add-on.   

 
68. In another case, a wireless customer performed a hardware upgrade and subscribed to a 

new wireless plan.  During the online sign-up process, the customer’s data component was 
listed as part of his plan.  When he later received a copy of his contract, the data component 
was now found under the section of his contract called “promotions”.  And, when he went to 
view his account online through his WSP’s customer portal, the data component appeared 
as an “add-on” to his wireless service. CCTS provides in Appendix 3 redacted copies of some 
of these contracts for the Commission’s information.     

 
69. TWC refers to “wireless services” as retail mobile voice and data services and does not 

differentiate between them.  
 

70. Whether or not the data service is considered a “key term” of a wireless service contract 
has implications for the protections a customer will have should the WSP wish to change 
the parameters of the data feature – either the amount of data allotted to the customer, or 
the price of that allotment.  

 
71. Section D details the following requirements for WSPs when changing customers’ wireless 

service contracts:  
 
• Section D1 prohibits WSPs from changing the key contract terms of a  
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post-paid wireless contract during the commitment period without the customer’s 
informed and express consent.   
 

• Section D2 permits service providers to change “other contract terms and 
conditions” during the commitment period by providing at least 30 calendar days’ 
notice.  In TRP 2013-271, the Commission described “other contract terms and 
conditions” to include items such as privacy policies, fair use policies and one-
time costs.    

 
72. CCTS’ interpretation of the Commission’s intentions is that the purpose of identifying “key 

terms” and “other contract terms” was to distinguish between aspects of wireless services 
that were critical or vital to most customers (i.e. the service itself) and those aspects that 
were ancillary, such as privacy policies and one-time costs. In making this distinction, the 
Commission clearly intended to prescribe a higher threshold of rights to consumers in 
respect of services that are “key”, recognizing that customers require certainty that these 
key contract terms and conditions will not change during the course of a commitment 
period without their express and informed consent, because these are the wireless services 
that most customers consider vital.   

 
73. Since service providers have been referring to data as an “add-on”, “optional service”, or 

“promotion”, they argue that they are permitted by Section D2 to change the terms of the 
data plan without the customer’s consent.  All they need to do is provide 30 days’ notice.  

 
74. This change in business practice has had considerable impact on consumers and the 

availability of the rights prescribed to them in section D1 of TWC.  Since December 2013 
CCTS has received approximately 77 complaints in which customers complained about 
unilateral changes to the data component of their wireless service contract.  WSPs agreed 
to resolve most of these complaints informally (as a result of which no investigation by CCTS 
was required). However, CCTS has informed WSPs that in most cases, customers reported 
that the data component of their plan was critical to their decision to obtain wireless service 
under a fixed term commitment and as such, would expect the protections under D1 of TWC 
to be respected.   
 

75. CCTS first raised this issue in its 2013-14 Annual Report4, noting that there is no definition 
of “services included in the contract”. CCTS further noted that for many customers, data is 
indeed a key component of their wireless service (sometimes it’s the only component that is 
used) and that in CCTS’ view, data must be considered a key component of service in these 
circumstances. 

 
76. In light of the conflicting views on this matter and the increasing prevalence and importance 

of data to Canadians, we recommend that the Commission clarify exactly what it means when 

                                                           
4 Commissioner for Complaints for Telecommunications Services.  (2014). 2013-14 Annual Report: Driving Positive 
Change. p.19. online: http://www.ccts-cprst.ca/wp-content/uploads/pdfs/en/2013-2014/CCTS-Annual-Report-
2013-2014.pdf 
 
 

http://www.ccts-cprst.ca/wp-content/uploads/pdfs/en/2013-2014/CCTS-Annual-Report-2013-2014.pdf
http://www.ccts-cprst.ca/wp-content/uploads/pdfs/en/2013-2014/CCTS-Annual-Report-2013-2014.pdf
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it requires service providers to identify all of the “services included in the contract” and 
specifically whether the current practice of excluding data from the monthly plan commitment 
is consistent with the language of TWC and with the Commission’s intention.  

Pre-Paid Services  

77. In 2015-16, about 8% of all wireless issues raised in complaints were from consumers of pre-
paid services.   
  

78. In Telecom Regulatory Policy CRTC 2013-271 the Commission considered the degree to 
which customers of prepaid wireless service should be extended the rights afforded to post-
paid customers.  At the time, wireless service offerings were generally limited to pre-paid 
cards that customers purchased for a set dollar amount, activated, and then began using 
under the rates and terms associated with that specific card.  It was believed that under this 
model, customers were more likely to be aware of the terms and conditions of the prepaid 
card when purchasing them and that the potential for “bill shock” was limited.   

 
79. Thus TWC provides different sets of rights for pre-paid and post-paid wireless customers.  

For example, section D prohibits WSPs from making unilateral changes to post-paid 
contracts during the commitment term, while no such right is provided for pre-paid customers.  
In its decision, the Commission noted that “for prepaid service contracts, the customer is 
accepting the key terms and conditions of the contract each time they reactivate their service 
or top up their account. As such, it was not necessary to prohibit changes to key terms and 
conditions of such contracts.”5  

 
80. However since the launch of TWC, WSPs have expanded the ways in which “pre-paid” 

services are offered.  In some cases, customers are not required to purchase and activate a 
prepaid card; instead they subscribe to pre-paid service in the same way that other customers 
subscribe to post-paid service.  In some cases, WSPs’ offerings were substantially similar 
for both pre-paid and post-paid customers, the only difference between the two being the 
point in time at which the customer pays for the service. In one service provider’s pre-paid 
plan, it offers 400 airtime minutes and 1 GB of data for $67, valid for a thirty-day period, with 
the ability to automatically renew every month.  Its post-paid version of this plan offers 300 
airtime minutes and 1GB of data for $70 per month.  In both of these cases, the customer is 
receiving substantially the same service and, for pre-paid customers that select automatic 
monthly top-ups in particular, the experience is essentially the same as that of a post-paid 
customer. 

 
81. Some pre-paid models allow customers to leave a balance in a pre-paid account that is 

greater than the amount needed for one month’s service.  Although the potential for bill shock 
is limited with a pre-paid plan, it is still possible to consume a pre-paid balance through 
unanticipated overage charges rather than for its intended use of “renewing” or “topping-up” 
the monthly plan.   

 

                                                           
5 TRP 2013-271, supra note 2 at paragraph 87.  
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82. It is also noteworthy that in some pre-paid offerings the period for which the pre-paid balance 
is valid is no longer the standard thirty days, but is as long as one year.  In these cases, 
customers are not necessarily topping up their balance monthly but may only do so 
infrequently, therefore not regularly “accepting the key terms and conditions of their contract” 
as may have been the case when the Commission first issued its decision.     

 
We therefore invite the Commission to consider whether these new market practices 
necessitate changes to TWC provisions specifically impacting pre-paid customers.   
 

C.  The content and wording of the Wireless Code 

Section A – Clarity  

83. The Commission also requested comments on the content and wording of TWC and in 
particular what changes, if any, should be made to either the wording, content or associated 
definitions to enhance the Code’s effectiveness.  CCTS’ comments relating to its experience 
administering TWC are provided to the Commission so that it can determine whether 
changes are required to ensure its effectiveness.   
 

84. Section A1 of TWC requires WSPs to communicate with customers using plain language and 
to ensure that their written contracts and related documents, such as privacy policies and fair 
use policies, are written in a way that is clear and easy for customers to read and understand. 
 

85. Currently there is no definition or guidance for the industry on what constitutes plain language 
and we have found that some service providers are using language and terms that may be 
too technical for the average consumer to understand.   
 

86. Many customers complain to us that their contracts and terms of service are written in a 
manner that is not easily understood.  Since December 2013, we have seen this problem 
raised in customer complaints almost 130 times, resulting in 12 confirmed breaches of 
Section A1(i) and A1(ii) of TWC.   

 
87. In one case, the contract used by the service provider described the circumstances under 

which an early termination fee could be billed using a variety of complex terms, 
unnecessarily complicating the information for the customer to the point where it was 
difficult to understand whether an ECF would apply and if so how much it would be. The 
contract read:  

 

Device Savings Recovery Fee (applicable to Term Services only). A Device Savings 
Recovery Fee (DSRF) applies if you were given an economic inducement when you agreed to 
your new term, and if, for any reason, your wireless service or your new term is terminated prior 
to the end of the term of your Service Agreement (Service Agreement Term). The DSRF is equal 
to the economic inducement multiplied by the number of months remaining in your Service 
Agreement Term divided by the total number of months of your Service Agreement Term (plus 
applicable taxes). 

 
88. In the past, CCTS has considered the following questions when determining whether a 

communication or contract was written in “plain language”:  
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• Are the WSP’s words simple enough for an average customer to understand? 
• Is the contract written using overly complex legal or technical terminology? 
• Are definitions or explanations provided for complex phrases or technical terms?  
• Are the terms used in the contract being used consistently? 

 
89. We also regularly consult the Government of Canada’s Canadian Style Guide6, which 

provides guidelines on writing in plain language.   
 

90. CCTS suggests that the Commission consider issuing clearer guidelines to the industry on 
what constitutes plain language in order to ensure that customers are receiving important 
information in a clear and simple manner. This clarification would also assist CCTS in 
determining WSP compliance with this requirement on a case-by-case basis. 

Section B – Contracts and Related Documents 

91. The proportion of complaints to CCTS in which customers raised issues of “non-disclosure” 
or “misleading information” relating to wireless service has been steadily decreasing since 
TWC came into effect.   

  2013-14 2014-15 2015-16 
Number of Wireless Non-disclosure and 
misleading information Issues 1,220 1,485 1,123 
Proportion of all Non-disclosure issues 72% 60% 59% 

 

92. Nonetheless, more customers raise these issues in connection with wireless services than 
with any other line of business that falls within the CCTS mandate. 
 

93. Section B of TWC details the information that must be disclosed to customers in their wireless 
service contracts, and when this disclosure must take place.  Since TWC came into effect in 
December 2013, concerns about compliance with section B1(i-iii) have been raised over 300 
times in customer complaints.  CCTS has investigated 72 of these alleged breaches and 
confirmed breaches in 43 cases.     

 
94. Section B1 of TWC requires service providers to give the customer a permanent copy of the 

contract and related documents immediately after the customer agrees to the contract. But 
the contract and related documents contain important information that would inform the 
customer’s agreement to be bound by a contract. In CCTS’ view, the number of concerns 
relating to non-disclosure or misleading information could be reduced by ensuring that this 
information is provided either prior to, or contemporaneously with, obtaining the customer’s 
consent to be bound by the contract.   

 

                                                           
6 Canada.  Public Works and Government Services Canada.  Translation Bureau.  The Canadian Style (2016). 
retrieved online at: http://www.btb.termiumplus.gc.ca/tcdnstyl-chap?lang=eng&lettr=chapsect13&info0=13  

http://www.btb.termiumplus.gc.ca/tcdnstyl-chap?lang=eng&lettr=chapsect13&info0=13
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95. This problem is exacerbated when the contract is entered into over the phone or otherwise 
at a distance.  Under section B1 of TWC, WSPs are permitted 15 calendar days from the 
date of the contract within which to send the contract and related documents to the customer.   
Although section B 1 (i) (b) provides a remedy (the customer may cancel the contract if the 
documents are not received within 15 days, or if the documents received don’t contain the 
terms agreed to 15 days earlier), it is often difficult for a customer to demonstrate the 
difference between what was agreed to 15 days earlier, and what is contained in the 
documents subsequently received. The best evidence is often a call recording, but WSPs 
inform CCTS that retention periods for such calls are very short.  By the time the customer 
completes the process of complaining to the WSP, and escalating the unresolved issue to 
CCTS, the call recordings have generally been purged.   

 
96. We therefore recommend that the Commission consider whether these requirements are 

currently meeting the objectives of TWC or whether requiring the disclosure of this 
information prior to or at the time of obtaining customer consent to be bound by the terms 
would better meet its objectives.   

 
97. CCTS notes an additional problem associated with the 15 day window for providing 

customers with this documentation.  Section G4 (“trial period”)  requires service providers 
that offer service subject to an early cancellation fee to provide the customer with a trial 
period of 15 days.  This means that the customer’s trial period could be over, or the usage 
limits exceeded, by the time they receive a copy of their contract and related documents, 
and it is usually the related documents which disclose the existence of, and the limitations 
attributable to the trial period.  CCTS invites the Commission to consider whether the 
customer should be privy to all information related to the use of their service prior to the 
end of a trial period.   
 

Electronic Documents (TWC Section B1(ii)) 

98. CCTS has seen two particular service provider practices that raise questions about 
compliance with the letter or spirit of TWC:  

 
i) Obtaining customer consent to receive documents electronically 

Section B1(ii) of TWC requires that the permanent copy of the contract and related documents 
be a paper copy unless the customer expressly and knowingly decides that an electronic copy 
is acceptable.  

During the course of investigating wireless complaints CCTS has had the opportunity to review 
many contracts from different WSPs.  CCTS has noted that at least two providers have drafted 
their agreements such that the consent to receive the permanent copy of the contract and 
related documents electronically has been built directly into the agreement.  As far as CCTS 
can determine, there does not appear to be an option for the customer to accept the wireless 
services agreement without also agreeing to receive their documents electronically.  In light 
of the important information that some of these documents disclose, such as limitations on 
the use of service found in the fair use policy or details about trial periods, we wish to bring 
this matter to the Commission’s attention so that it can determine whether this practice meets 
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the requirements of TWC, specifically that the customer expressly and knowingly decides that 
an electronic copy is acceptable.     

Appendix 4 contains samples of these wireless service agreements.   

ii) The use by WSPs of web links to deliver documents to customers  

Section B1(i) requires service providers to give customers a permanent copy of the contract 
and related documents.  In TWC, the Commission defines a permanent copy as an inalterable 
copy (e.g. a paper copy or PDF version) of the contract.   

During the course of investigating customer complaints, CCTS has seen cases in which 
customers have agreed to receive a copy of these documents electronically. Upon 
examination, however, CCTS found that the electronic copy provided to the customer was not 
an inalterable one.  Rather, some WSPs send customers a link to their website to consult the 
“related documents” such as the fair use policy, privacy policy, and other important 
information.  In CCTS’ view, this practice does not meet the requirements of TWC and we 
invite the Commission to clarify that a web link, the content of which can be changed, does 
not constitute an inalterable electronic copy.  Attached for the Commission in Appendix 5 is a 
copy of a contract that demonstrates that once customers select to receive the related 
documents electronically, they are required to receive/obtain these by consulting the service 
provider’s website.    

Spending/Credit Limit and Suspension of Service  
 

99. CCTS has also received complaints from customers whose service was disconnected 
without notice because they exceeded a pre-determined spending or credit limit.  Although 
the Commission clarified in Telecom Decision CRTC 2015-376 that such suspensions of 
service do not require notice, we have seen cases in which the customer was not informed 
that the WSP had applied a spending/credit limit to his account.  This is problematic since 
WSPs are permitted to interrupt the service of these customers without notice, therefore 
leaving these customers without a mechanism to make a payment to reduce the balance to 
an acceptable level and avoid the interruption of their service.  CCTS therefore recommends 
that the Commission consider requiring WSPs to specifically disclose any spending/credit 
limits that are applied, or which may be applied, in the customer’s contract.   

Section C – Critical Information Summary  

100. TWC requires a WSP to give the customer a Critical Information Summary (CIS) when they 
provide a permanent copy of the contract for postpaid services.  According to section C1(i), 
the purpose of the CIS is to “summarize the most important elements of the contract for the 
customer”, in light of the Commission’s determination that wireless service contracts are 
consistently a source of confusion for consumers, often resulting in complaints.7   
 

101. Section C1(ii) describes the information which must be contained in the CIS, and C1(iii) 
details the manner in which the CIS must be presented to the customer. We have found that 
some WSPs are not using the CIS as a summary of key elements of the service contract - a 

                                                           
7 TRP 2013-271, supra note 2 at paragraph 67.  
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document that is to be provided in addition to the service contract.  Rather, many WSPs are 
blending or merging the CIS into the contract, or using it as the contract itself.  Effectively, 
key elements of the service “contract terms” may be listed in the CIS, but they do not appear 
elsewhere in a lengthier more complete service contract. Attached as Appendix 6 are sample 
“contracts” in which the wireless service contract details are provided in what looks like a CIS 
displayed at the beginning of the document.  However, these wireless service contract details 
are not repeated in the actual “contract” itself.  Instead, the “contract” portion of the document 
seems to be a one to two page document summarizing additional terms, such as the 
requirement to pay the invoice, the customer’s agreement to be subject to credit check, or 
details about how to make changes to the monthly plan.   
 

102. If it is the Commission’s intention to ensure that the CIS constitutes a concise summary of 
important provisions for ease of customer reference, CCTS respectfully suggests that the 
wording used by the Commission in the TVSP Code may be useful to ensure that the 
requirement for the CIS to be an addition to the contract and to summarize the key 
information in the contract, is fully understood.  A clarification from the Commission that 
relying on the CIS alone as “the contract” does not meet the requirements of TWC may also 
be helpful to ensure that the contractual documentation provided by WSPs to customers 
meet the objectives identified by the Commission for TWC. 

Section D – Changes to contracts and related documents 

103. In 2015-16, wireless customers raised concerns about changes made by their WSPs to their 
contracts over 300 times.  We investigated some of these issues and confirmed 11 breaches 
of section D of TWC. 
 

104. CCTS has already provided its comments regarding unilateral changes to the data 
components of wireless service in paragraphs 66-76 of these comments.  CCTS suggests 
that the  Commission may wish to consider requiring WSPs to identify on wireless service 
contracts which parts of the service are considered “key contract terms and conditions” and 
which are considered to be “other aspects of the contract”.  The Commission may also wish 
to consider whether contracts should be required to list specifically which services cannot be 
changed without customer consent, and which services can be changed unilaterally by the 
WSP on notice to the customer.   
 
Formatting in Section D 
 

105. CCTS has noted that the formatting in Section D1(iii) of the version of TWC on the 
Commission’s website at http://www.crtc.gc.ca/eng/phone/mobile/codesimpl.htm appears 
different in English than it does in French.  CCTS further notes that the English version 
appears to be incorrect as it is different from the version released with TRP 2013-271.  In 
TRP 2013-271, and in the French version of TWC found on the Commission’s website, 
section D is enumerated as follows:  
 

D1 (i) 
D1 (ii) 
D1 (iii)(a) 
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D1 (iii)(b) 
 
 
 

whereas in the English version of TWC found on the Commission’s website, it appears as 
follows:  

D1 (i) 
D1 (ii) 
D1 (iii) 
D1 (iv) 
D1 (v) 
 

106. CCTS asks the Commission to update the English version of TWC found on its website with 
the correct numeration of section D1 

Section E – Bill Management  

107. In 2015-16 CCTS confirmed 21 breaches of Section E of TWC.  
 

108. CCTS provided its comments regarding the method in which consent to exceed roaming and 
data overage caps is obtained by WSPs in paragraphs 54-62 above and repeats its request 
that the Commission consider providing additional direction in TWC to ensure that it is clearly 
understood by all parties that in order to prevent bill shock, it is the account holder – the 
person responsible for the account and the payment of the charges – and not the individual 
device user(s) which must consent to pay additional charges. 

 
109. Also, given the Commission’s objective of helping consumers manage their bills and avoid 

bill shock, CCTS wishes to bring to the Commission’s attention that in 2015-16 customers 
raised issues regarding roaming charges 215 times and that 71% of these pertained to voice 
roaming charges.  Many customers complained that they were not aware that data roaming 
plans did not cover voice roaming and were surprised to receive a bill for these calls.  The 
Commission may therefore wish to consider whether TWC should also address concerns 
from customers about voice roaming charges.    

Section F – Mobile Device Issues  

110. CCTS has provided the Commission with its comments describing its experience in handling 
complaints from customers who are having difficulty unlocking their devices at paragraphs 
47-51 above.  
 

111. We again urge the Commission to clarify its intent regarding WSP responsibilities in ensuring 
that customer devices are successfully unlocked in the situations contemplated in TWC. 

Section G – Contract cancellation and extension 

Early Cancellation Fees (ECF) 
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112. Since the launch of TWC, the number of complaints we receive from wireless customers 
about early cancellation fees has declined.  In 2015-16, we received just over 450 of these 
types of complaints, a decrease of about 45% from the previous year.  However, CCTS also 
notes that the number of code breaches reported for sections G1 and G2 related to ECFs 
increased to 9 in 2015-16, up from only 2 the previous year.   
 

  2013-14 2014-15 2015-16 
Complaints 845 832 456 
Total TWC Section G Breaches  7 2 9 
    TWC Breaches - G1 1 2 5 
    TWC Breaches - G2 2 0 4 
    TWC Breaches - G3 4 0 0 

 
 

113. In many of these cases, customers were charged an ECF that was greater than that permitted 
by TWC, or were charged additional fees other than an ECF, which is prohibited by section 
G1.   
 

 
D.  Consumer Awareness of TWC 

 
114. CCTS tracks all alleged breaches of TWC that are identified in complaints and whether 

these were identified by the customer or by CCTS during the course of its investigation.  An 
alleged breach identified by a customer means that the customer has stated that they 
believe their service provider has failed to comply with a requirement of TWC. 
 

115. In 2013-14, the year in which TWC was released, over 80% of the 764 alleged breaches in 
complaints were identified by customers.  The following year, only 12% of the over 3,200 
alleged breaches were identified by customers.  The result for 2015-16 is not materially 
different, with just under 12% of the alleged breaches having been identified by customers.   
 

116. CCTS cannot determine with certainty whether these results indicate that customers are 
less aware of TWC or whether the decline in the proportion of TWC alleged breaches that 
are identified by customers is attributable to other factors.   

 
 

E. How the Wireless Code’s effectiveness should be reviewed going forward 
 

117. CCTS believes that the current process of re-examining TWC every few years is generally 
effective as it allows sufficient time within which to identify changes in the marketplace that 
may necessitate revisions of TWC.  CCTS also notes the availability of the Part 1 process to 
consider matters in the period between scheduled reviews.   
 

118.  Since the launch of TWC, the CRTC has been required to issue a number of decisions to 
clarify its requirements or to provide interpretive guidance to the industry.  Although no policy 
can be drafted so tightly as to avoid requiring interpretation or the need for guidance from 
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time to time, the Commission may wish to consider issuing draft versions of codes (and 
proposed updates/changes to the Codes) for comments  as part of  future reviews of both 
TWC and the TVSP Code.  This would give interested parties not only the ability to comment 
on market changes but to proactively identify concerns either with implementation or clarity 
of the specific requirements proposed.     

 

Oral Proceeding  

119.  CCTS respectfully requests to appear at the public hearing scheduled to begin on February 
6, 2017.     

 

 

  

***end of document*** 
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* Note that percentages may not add up due 
to rounding.      

 

TWC Confirmed breaches by Section       

Section 

AR2015-16 AR2014-15   

Total 
confirmed 
breaches 

Percent of 
Total 

confirmed 
breaches* 

Total 
confirmed 
breaches 

Percent of 
Total 

confirmed 
breaches* 

% change 
Y/Y 

A. Clarity 11 4.5% 51 8.8% -78.4% 

A.1. Plain language 8 3.3% 3 0.5% 166.7% 
   A.2. Prices 0 0.0% 1 0.2% -100.0% 

A.3. Unlimited services 3 1.2% 47 8.1% -93.6% 
B. Contracts and related documents 73 29.7% 148 25.4% -50.7% 

B.1(i-ii) Permanent copy of the contract and related 
documents 

15 6.1% 22 3.8% -31.8% 

B.1(iv) a-e Key Terms and Conditions 31 12.6% 63 10.8% -50.8% 
B.1(iv) f-m Key Terms and Conditions 24 9.8% 63 10.8% -61.9% 
B.2 Prepaid service contracts 3 1.2% 0 0.0% - 

C. Critical Information Summary 2 0.8% 11 1.9% -81.8% 

C.1. Critical Information Summary 2 0.8% 11 1.9% -81.8% 
D. Changes to contracts and related documents 11 4.5% 162 27.8% -93.2% 

D.1. Changes to key contract terms and conditions 9 3.7% 72 12.4% -87.5% 
D.2. Changes to other contract terms and conditions or 

related documents 
2 0.8% 90 15.5% -97.8% 

E. Bill Management 21 8.5% 14 2.4% 50.0% 

E.1. International roaming notification 8 3.3% 5 0.9% 60.0% 
E.2. Cap on data roaming charges 0 0.0% 2 0.3% -100.0% 
E.3. Cap on data overage charges 13 5.3% 5 0.9% 160.0% 
E.4. Unsolicited wireless services 0 0.0% 2 0.3% -100.0% 

F. Mobile device issues 3 1.2% 4 0.7% -25.0% 

F.1. Unlocking  3 1.2% 4 0.7% -25.0% 
G. Contract cancellation and extension 10 4.1% 9 1.5% 11.1% 

G.1. Early cancellation fees - General 5 2.0% 2 0.3% 150.0% 
G.2. Early cancellation fees - Calculation - Subsidized 

device 
4 1.6% 0 0.0% - 

G.4. Trial Period 0 0.0% 3 0.5% -100.0% 
G.5. Cancellation date 1 0.4% 4 0.7% -75.0% 

H. Security deposits 4 1.6% 1 0.2% 300.0% 

H.1. Requesting, reviewing, and returning a security deposit 4 1.6% 1 0.2% 300.0% 
I. Disconnection 111 45.1% 182 31.3% -39.0% 

I.1. When Disconnection may occur 11 4.5% 7 1.2% 57.1% 
I.2. Notice before disconnection 99 40.2% 173 29.7% -42.8% 
I.3. Disputing disconnection charges 1 0.4% 2 0.3% -50.0% 

Total 246   582   -58% 
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Abbreviations 
The following abbreviations appear throughout this document: 

CCTS Commissioner for Complaints for Telecommunications Services 

CIS Critical Information Summary 

CRTC Canadian Radio-television and Telecommunications Commission 

ECF Early Cancellation Fee 

TOS Terms of Service 

WSP Wireless Service Provider 

Important Considerations 
Please note the following while reviewing the CCTS Annotated Guide to the Wireless 
Code: 
• The CRTC’s Wireless Code appears in black.
• CCTS annotations to the Wireless Code appear highlighted in turquoise.
• When reviewing the complaint summaries:

o Each complaint summary provides the necessary facts in order to identify the
breach of that particular section of the Code.  We recognize that some
complaints may disclose additional breaches beyond the ones identified. For
the purposes of this document, the complaint summaries have been drafted
to focus on the breach related to the section under which they appear.

o We consider a complaint to be resolved when a customer and a WSP agree
on a way to conclude the complaint in a manner that is satisfactory to both.
Some of the complaint summaries in this document describe the manner in
which the complaint was concluded.  In those cases it should be noted that
the outcome does not necessarily reflect the recommendation that CCTS
would make following a formal investigation and based on a full analysis of
the Code’s application to the facts of that complaint.
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Preamble 
 
The Canadian Radio-television and Telecommunications Commission 
(CRTC) has created this Wireless Code (the Code) so that consumers of 
retail mobile wireless voice and data services (wireless services) will be 
better informed of their rights and obligations contained in their contracts 
with wireless service providers (service providers). 
 
The Wireless Code will 

i. make it easier for individual and small business customers to obtain 
and understand the information in their wireless service contracts; 

ii. establish consumer-friendly business practices for the wireless 
service industry where necessary; and 

iii. contribute to a more dynamic wireless market. 
 

The Code applies to all wireless services, whether purchased on a stand-
alone basis or as part of a bundle, and whether purchased in person, online, 
or over the phone. All service providers must comply with the Code. All 
sections of the Code apply to postpaid services. The following sections of 
the Code also apply to prepaid services: A. 1-3; B. 2; E. 1, E. 4, and E. 5; F. 
1-4; G. 1-4; and J. 1. 
 
Definitions of terms used in the Code are provided at the end of the Code. 
Defined terms are indicated in italics and bold the first time they appear in 
the Code. 
 
If any part of the Code or the customer’s contract is ambiguous, or if it is 
unclear how the terms of the Code or the contract are to be applied, then 
the Code and the contract must be interpreted in a manner that is 
favourable to the customer. 
 
A customer who believes that their service provider is not adhering to the 
Code should first try to resolve the problem directly with the service 
provider. If the customer is not satisfied with the service provider’s 
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response, they can contact the Commissioner for Complaints for 
Telecommunications Services Inc. (CCTS) as follows: 
 

Mail:  P.O. Box 56067 Minto Place RO Ottawa ON K1R 7Z1 
Website: www.ccts-cprst.ca  
Toll-free: 1-888-221-1687 
TTY: 1-877-782-2384 
Email: response@ccts-crpst.ca 
Fax: 1-877-782-2924 

 
Annotation: CCTS’ Role as Code Administrator  
Our Comments: The Commission mandated that the CCTS administer the Wireless Code of 
Conduct as part of its complaint handling process. During the course of handling wireless complaints, 
if the CCTS finds breaches, it will identify them and work on resolving the issues during the 
investigation. As Code administrator, CCTS also reports on these breaches and any trends we see 
within complaints concerning the Code.  
  
The Commission reiterated in Broadcasting and Telecom Regulatory Policy CRTC 2016-102 that if 
any part of the Code or a customer’s contract is ambiguous, or if it’s unclear how to apply the Code, 
then the CCTS must interpret the Code or contract in a manner that’s favourable to the customer. The 
Commission further confirmed that it is appropriate for the CCTS to make interpretations regarding 
the Wireless Code when resolving individual complaints. 
 
The Commission further noted: 
 it is not the responsibility of customers to identify Code breaches in their complaints; it is the 
responsibility of CCTS to do so  
 CCTS is not expected to analyze complaints for Code breaches beyond the investigation required 
for the complaint resolution process 
 The Commission’s Part 1 process may be used in the event of a disagreement with CCTS’ 
interpretation of the Code or for clarification of a Code provision 
 
 
 
A. Clarity  
 
A.1 Plain language   
(i) A service provider must communicate with customers using plain 
language.  
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Annotation: How we determine whether WSPs used plain language 
Context: Many customers have complained to us that their contract with their WSP is unclear, 
confusing, or hard to understand. 
Issue: According to the Preamble to the Code, the Code is intended to help individual and small 
business customers more easily obtain and understand the information in their wireless services 
contracts. To make wireless services contracts easier to understand, the Code requires that WSPs 
communicate with customers using plain language. According to the Government of Canada’s 
Canadian Style guide, plain language is oral and written communication that conveys information 
easily and unambiguously. Vocabulary and sentence structure must be straight-forward, and the 
material must be organized and presented clearly and logically. Plain language should not be 
confused with an oversimplified or condescending writing style. While WSPs are not prohibited from 
using technical language and the occasional use of jargon, they are expected to provide explanations 
in order to make it clear for the customer. 
Our Comments: To determine whether the WSP complied with its obligation to use plain language, 
we will look at interactions between the WSP and the customer (for example: the language used in 
the contract or the words spoken in a phone call). To evaluate an interaction, we will ask the following 
questions: 
• Is the language in a written contract easy to understand? 
• Are the WSP’s words simple enough for an average customer to understand? 
• Is the interaction (whether in contract or by phone) loaded with legal terminology? 
• Are definitions or explanations provided for complex phrases or technical terms? (e.g. “early 

device savings recovery fee”) 
 
 
A.1 Plain language  
(ii) A service provider must ensure that its written contracts and related 
documents, such as privacy policies and fair use policies, are written in 
a way that is clear and easy for customers to read and understand. 
 
 
Section A. Complaint Summary #1: Confirmed breach of Section A.1(ii) 
Facts: A customer entered into a wireless postpaid, two-year contract effective December 2013 
through to December 2015. The customer wanted to end his contract before his two-year term had 
passed, but he did not understand how the WSP would calculate his early cancellation fee. When the 
customer complained that his contract was unclear, the WSP argued that it believed his contract was 
written in plain language. So, the customer complained to us. 
Investigation: We reviewed the customer’s contract and found that the contract had not been written 
in plain language. Instead, the contract contained highly technical language, and terms were not 
clearly explained or defined. For example, the WSP used the terms “Device Savings Recovery Fee,” 
“Additional Device Savings Recovery Fee,” “Economic Inducement,” and “No Term Price,” among 
other phrases. The customer could not have been expected to understand his early cancellation fee 
or how the WSP would calculate it because the language in the contract was so technical. 
Conclusion: We confirmed that the WSP breached section A.1(ii) because WSPs must write their 
contracts in plain language. Asserting a belief that the contract is written in plain language does not 
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necessarily make the contract clear or easy to understand. To resolve the complaint, the WSP agreed 
to credit some of the customer’s balance, which included the early cancellation fee. 
 
A.2 Prices 
(i) A service provider must ensure that the prices set out in the contract are 
clear and must indicate whether these prices include taxes. 
    

A.3 Unlimited Services 
(i) A service provider must not charge a customer any overage charge for 
services purchased on an unlimited basis. 
 
Section A. Complaint Summary #2: Confirmed breach of Section A.3(i) 
Facts: A customer activated wireless services with a new device on December 3, 2013. The 
customer’s contract included an unlimited data plan. However, two weeks later, the customer 
received a text message explaining that he had incurred more than $50 in data overage fees.  The 
WSP admitted that it had mistakenly included unlimited data in the customer’s contract, and instead, 
actually placed the customer on a 1GB data plan. The WSP explained that when the customer used 
more than his allotted 1GB of data, the WSP charged the customer overage fees.   
Investigation: We reviewed the customer’s contract and discovered that the contract listed two 
different data plans: 
1) a 1GB plan, which was included under the “key terms” of the contract; and 
2) an unlimited data plan, which was included under the “Add-On” section of the contract.  
Conclusion: CCTS determined that it was reasonable for the customer to believe that he had 
unlimited data included in his contract. Our decision was based on the Preamble to the Code, which 
states that when a customer’s contract is ambiguous or unclear, the contract must be interpreted to 
favour the customer. Having unlimited data is more favourable to the customer than having only 1GB 
of data.  Thus, CCTS confirmed that:  
1) the WSP breached Section A.3(i) of the Code; 
2) the customer should have had unlimited data; and 
3) since the customer should have had unlimited data, he should not have been charged $50 in data 

overage fees. 
 
The WSP offered the customer a one month service credit (valued at $66) and waived the data 
overage fees, which resolved the complaint.   
  
 
A.3 Unlimited Services 
(ii) A service provider must not limit the use of a service purchased on an 
unlimited basis unless these limits are clearly explained in the fair use 
policy. 
 
 

Appendix 2 
TNC 2016-293 

CCTS



 
 
CCTS Annotated Guide to the Wireless Code – updated 22/09/2016 – Version 2.0  Page 8   
 

Section A. Complaint Summary #3: Confirmed breach of Section A.3(ii) 
Facts: A customer activated a wireless service on an indeterminate term in April 2014. The 
customer’s postpaid services included: 
a) unlimited talk, text, and data to anywhere in Canada and the US while on the WSP’s network; and  
b) unlimited roaming (talk, text, and data) anywhere in the US. 
The customer complained to us that even though she had a plan for unlimited roaming in the US, her 
WSP did not provide her with this feature while she was in the US in June and July 2014.  The WSP 
explained that the customer exceeded the limits of her roaming plan according to its Fair Use Policy. 
In particular, the WSP cut off the customer’s voice feature while roaming in the US after she had 
reached this limit. 
Investigation: Section A.3(ii) of the Wireless Code explains that a WSP must not limit a service that 
has been purchased on an unlimited basis unless the WSP has clearly explained the limits of that 
service in its Fair Use Policy.  We asked the WSP to demonstrate that it explained the limits of the 
customer’s unlimited roaming service in its Fair Use Policy. The WSP was unable to do so.  
Conclusion: We determined that the WSP breached section A.3(ii) of the Code and should not have 
limited the customer’s unlimited roaming service because: 
1) the customer had purchased the service on an unlimited basis; and 
2) the WSP’s Fair Use Policy did not clearly explain the limits of that service in its Fair Use Policy.  
 
The WSP limited the customer’s unlimited US roaming feature (which included voice, text, and data), 
but the WSP’s Fair Use Policy did not clearly explain these limits. To resolve the complaint, the WSP: 
1) waived the customer’s monthly service charges for the days that the customer was out of service 

($30); 
2) gave the customer $100 as compensation; and  
3) allowed the customer to cancel her contract with the WSP without incurring an early cancellation 

fee, and allowed her to return the device in order to get a refund of what she had paid towards the 
device.  

 
 
B. Contracts and related documents 
 
B.1 Postpaid service contracts  
(i) A service provider must give the customer a permanent copy of the 
contract and related documents at no charge in the following circumstances: 
 

a. If the contract is agreed to in person, the service provider must give 
the contract and related documents to the customer immediately 
after the customer agrees to the contract. 

 
b. If the contract is not agreed to in person (i.e. if it is agreed to over 

the phone, online, or otherwise at a distance), the service provider 
must send the contract and related documents to the customer 
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within 15 calendar days of the customer agreeing to the contract. If a 
service provider fails to do this, or if the terms and conditions of the 
permanent copy of the contract conflict with the terms and 
conditions that the customer agreed to, the customer may, within 30 
calendar days of receiving the permanent copy of the contract, 
cancel the contract without paying an early cancellation fee or any 
other penalty. 

 
Annotation: Service providers are not required to give customers with indeterminate contracts 
a permanent copy of the contract each billing cycle 
Context: Indeterminate contracts do not have a set duration. Rather, indeterminate contracts are 
automatically renewed with each billing cycle. Since customers’ indeterminate contracts are 
“renewed” each month, WSPs have questioned whether or not they must provide customers with a 
copy of their contract each month. 
Our Comments: CRTC confirmed in Telecom Regulatory Policy 2013-598 that WSPs are not 
required to provide a permanent copy of the indeterminate contract at the beginning of every billing 
cycle (i.e. when the customer’s contract is automatically renewed each month).  

 
Annotation: When WSPs must provide a permanent copy of the contract and related 
documents 
Context: We have seen many cases where the WSP failed to demonstrate that it provided its 
customers with a permanent copy of the contract and related documents (e.g. privacy policy, Fair 
Use Policy, etc.) at the point of sale. In these situations, customers have complained that their WSPs 
reassured them that certain information would be detailed in their contracts, but when we look into 
some of these complaints, we often find that these WSPs have not fully disclosed to their customers 
all of the terms in their contract and related documents. In other words: WSPs often cannot 
demonstrate that they have disclosed all of the required information to their customers. 
Issue: The Code requires that WSPs provide a permanent copy of the contract and related 
documents to the customer upon entering into an agreement.  This means that:  
1) if the agreement is made in person, the WSP must provide the customer with a permanent 
copy of the contract and related documents at that point in time; and  
2) If the agreement is made from a distance (i.e. over the phone or online), then the WSP must 
send the customer a permanent copy of the contract and related documents within 15 calendar days. 
According to Telecom Regulatory Policy 2013-271, a permanent copy of the contract and related 
documents can be either:  
a) a paper copy; or  
b) an inalterable and easily-read electronic copy (e.g. PDF file format). 
 
The policy also states:  
51. Many consumers maintain electronic records and conduct much of their business online. For these 
consumers, an electronic copy of the written contract and related documents may be more convenient, 
as long as the copy still acts as a permanent record and does not rely on links to websites that can be 
changed by the WSP. The Commission considers that a permanent copy can be a paper copy or an 
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electronic copy, as long as the electronic copy cannot be altered and can be easily read by the 
customer. 
 
52. However, not all Canadians will be able to use an electronic version of the written contract 
and related documents. Some consumers may require a paper copy, while Canadians with 
disabilities may need a copy in an alternative format. While providing these format options may 
impose some costs on WSPs, the Commission considers that this burden is not undue given the 
central importance to Canadians of understanding their wireless service contracts. It is important 
that Canadians have equal access to their contract documents and it would therefore be 
inappropriate for them to face any additional charges to obtain the documents in these formats. 
Due to the nature of prepaid card services, it is not necessary to require WSPs to provide a 
paper copy of the prepaid card contract upon request. 
[Bolding by CCTS for emphasis.] 
 
WSPs must provide to customers a permanent copy of the contract and related documents upon 
entering into a new agreement with the customer (i.e. upgrading the customer’s hardware, renewing 
an existing contract with the customer, extending a customer’s fixed term contract, or amending a key 
contract term or condition). 
Our Comments: To investigate these types of complaints, we will ask the WSP to provide evidence 
that it provided the customer with a permanent copy of the contract and the related documents at the 
point of sale.  If the WSP cannot demonstrate that it provided a permanent copy of the contract and 
related documents to the customer at the point of sale, then we will conclude that the WSP breached 
this section of the Code. 
 
Section B. Complaint Summary #1: Confirmed breach of Section B.1(i)a 
Facts: In August 2014, a customer agreed to two new wireless service contracts with device 
subsidies. The customer was unsatisfied with the devices and the service, so she tried to return both 
devices a few days later under the buyer’s remorse policy. The WSP refused to honour the policy 
because she had exceeded the trial period usage limits as detailed in the WSP’s TOS. The customer 
contended that the WSP did not inform her about the trial period limits when she entered into the 
contracts. 
Investigation: We asked the WSP to provide evidence that it gave the customer her contracts and 
related documents according to Section B.1(i)a of the Code. The WSP demonstrated that it had sent 
a copy of the contract for one of the customer’s devices, but not the other one.  
Conclusion: We determined that the WSP breached section B.1(i)a of the Code because the WSP 
was unable to demonstrate that it had sent the customer one of her contracts. Without a copy of her 
contract and related documents, the customer could not have known about the trial period limits 
associated with her device.  

 
Section B. Complaint Summary #2: Confirmed breach of Section B.1(i)b 
Facts: A customer had two wireless accounts. In January 2014, the customer switched one of her 
phone numbers from a postpaid service to a prepaid service. In May 2014, the customer switched 
that phone number back to a postpaid service because she wanted the long distance calling feature 
associated with the postpaid service. As of May 2014, the customer was on an indeterminate contract 
for postpaid services. She complained that she did not receive a contract or invoice that reflected the 
changes to her service. She also complained that when she activated her postpaid subscription, the 
WSP should have provided her with a new agreement.  

Appendix 2 
TNC 2016-293 

CCTS



 
 
CCTS Annotated Guide to the Wireless Code – updated 22/09/2016 – Version 2.0  Page 11   
 

Investigation: Since the WSP’s transaction with the customer occurred over the phone, we asked 
the WSP to demonstrate that it had sent the contract and related documents to the customer. The 
WSP was unable to do so.  
Conclusion: We confirmed that the WSP breached section B.1(i)b of the Code, which requires 
WSPs to send the customer their contract and related documents when the customer enters into a 
new agreement over the phone. 

 
 
c. The service provider must also provide the customer with a paper 
copy of the contract upon request at no charge, at any time during the 
commitment period. 
 

Section B. Complaint Summary #3: Confirmed breach of Section B.1(i)c 
Facts: A customer entered into a postpaid indeterminate contract for wireless services on December 
31, 2012 and had a device subsidy. The customer asked the WSP for a copy of his contract in 
December 2014, but the WSP did not provide one, which prompted the customer to complain to us. 
Investigation: We reviewed the customer’s account records and confirmed that the WSP failed to 
provide the customer with a copy of his contract. CCTS informed the WSP it was required to provide 
the customer with a copy of the contract, and the WSP eventually did provide it in April 2015. 
Conclusion: We confirmed that the WSP breached section B.1(i)c of the Code because the WSP 
failed to give the customer a copy of his contract upon request.  
 
 
B.1 Postpaid service contracts  
(ii) The permanent copy of the contract and related documents must be a 
paper copy, unless the customer expressly and knowingly decides that an 
electronic copy is acceptable. 
 
Annotation: WSPs providing electronic version of customer contracts – Issues 1 and 2  
Context: This section of the Code permits a customer to choose to receive electronic copies of the 
contract and related documents instead of paper copies. The default is for the WSP to provide the 
customer with a paper copy of the contract and related documents. We have been finding that WSPs 
are not providing a paper copy of the contract and related documents as the default.  
Issue 1: Some WSPs have created provisions in their contracts which, in effect, force the customer to 
choose an electronic copy of the contract and related documents instead of a paper copy in order to 
sign up for service. In other words, some WSP contracts state that by signing the contract, the 
customer not only agrees to receive service from the WSP, but the customer also agrees to receive 
an electronic copy of their contract and related documents instead of a paper copy of those 
documents. 
By requiring customers to consent to an electronic copy of their contract and related documents and 
wireless services, customers are not “expressly and knowingly” opting out of their right to receive a 
paper copy. These WSPs are not giving customers an opportunity to contract for services from the 
WSP while still receiving a paper copy of their contract and related documents.  
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Our Comments regarding Issue 1: When examining complaints related to this provision of the 
Code, we will look for evidence that the customer was actually informed of their right to a paper copy, 
and that the customer knowingly waived this right. The customer must have had an actual choice – 
i.e. the WSP must have been willing to provide service to the customer even if the customer wanted 
to receive a paper copy of the contract and related documents.  If the WSP cannot demonstrate that 
the customer expressly and knowingly consented to receiving an electronic copy of their documents, 
then we will determine that the WSP breached this section of the Code.  
 
Issue 2: We have come across situations in which the customer can choose to waive his/her right to 
obtain a paper copy of the contract and/or related documents.  Instead, these customers are directed 
to access the documents on the WSP’s website.  
For example, we have seen cases in which the TOS is in an inalterable form and is placed as a PDF 
on the WSP’s website. If the customer expressly and knowingly consented to access the TOS as a 
PDF on the WSP’s website, then we would not consider this a breach of the Code.  
However, we’ve also seen cases in which the TOS could be easily altered by the WSP.  When we 
come across these situations where the TOS is placed directly on the WSP’s website and/or is made 
available to the customer in an alterable form, we consider this a breach of the Code.   
Our Comments regarding Issue 2: Failing to provide customers with a permanent copy of the 
contract and related documents contravenes paragraph 51 of the CRTC's Telecom Regulatory Policy 
2013-271, which explains that electronic copies cannot be altered.  
 
Section B. Complaint Summary #4: Confirmed breach of Section B.1(ii) 
Facts: A customer agreed to a wireless contract over the phone in May 2014. The customer had a 
postpaid service and was on an indeterminate contract. The customer complained that she didn’t 
receive a copy of her contract.   
Investigation: We asked the WSP to: 
1) explain the WSP’s process for activating new wireless postpaid accounts over the phone; 
2) explain how the WSP provides its customers with a copy of their contracts; and  
3) demonstrate that the customer expressly and knowingly agreed to receive an electronic copy. 
The WSP explained that by default, the customer obtains a permanent copy of the contract via email 
unless the customer requests that the WSP send a paper copy instead. However, the WSP could not 
demonstrate that the customer had expressly and knowingly agreed to receive an electronic copy.  
Conclusion: We confirmed that the WSP breached section B.1(ii) of the Code because the customer 
had not expressly and knowingly agreed to receive an electronic copy of the contract and related 
documents. 
 
Section B. Complaint Summary #5: Confirmed breach of Section B.1(ii) 
Facts: A customer signed a contract for postpaid indeterminate wireless services on February 20, 
2014. The customer later got into a dispute with his WSP over a device repair charge. The customer 
complained that the WSP did not explain the potential charge when he entered into his contract with 
the WSP. 
Investigation: We reviewed a copy of the customer’s contract and discovered that the customer did 
not consent to receiving an electronic copy of the WSP’s TOS. 
Conclusion: We confirmed that the WSP breached section B.1(ii) of the Code because WSPs must 
provide a paper copy of the contract and related documents unless the customer expressly and 
knowingly decides that an electronic copy is acceptable. The customer’s contract showed that the 
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customer had not agreed to waive his right to a permanent copy of the contract and related 
documents. 
 
Section B. Complaint Summary #6: Confirmed breach of Section B.1(ii) 
Facts: A customer purchased a device and signed a postpaid indeterminate contract for wireless 
phone services on February 19, 2015, and then exchanged her device for a different one on February 
21, 2015. After entering into the agreement, the customer noticed that her service was very weak at 
home and at her workplace. Unsatisfied, the customer immediately reported the poor signal strength 
to her WSP, tried to cancel her service, and asked to return her second device. In response, the WSP 
led the customer to believe that with time, the WSP could fix its network issues. The customer waited 
for the WSP to fix its network issues, but the WSP did not do so. So the customer tried to cancel her 
service again on March 23, 2015. She wanted to return her device and get a refund, but the WSP 
refused to accept her return and refused to cancel her contract without penalty. The WSP gave the 
customer three reasons for refusing to grant her request:  
1) The customer was no longer covered by the WSP’s return policy;  
2) According to the WSP’s TOS, the WSP does not guarantee uninterrupted service;  
3) Upon cancellation, customers are responsible for paying any unpaid tab balance on their 

respective devices. 
In response, the customer complained with the following issues:  
1) The WSP failed to inform her that it does not guarantee uninterrupted service;  
2) She believed that if the WSP could not fix its network issues, she would be able to return her 

device outside the buyer’s remorse period; and  
3) She did not receive a permanent copy of the WSP’s TOS when she entered into the contract.  
Investigation: We asked the WSP to demonstrate that it had informed her of the terms and 
conditions that constitute her wireless agreement – namely that it doesn’t guarantee uninterrupted 
service.  The WSP explained that the customer’s contract required her to obtain the TOS from the 
WSP’s website, which was in an alterable form. According to the Code, however, WSPs must provide 
a permanent copy of the contract and related documents to the customer unless the customer 
expressly and knowingly waives their right to a permanent copy. 
Conclusion: We confirmed that the WSP breached section B.1(ii) of the Code because it failed to 
provide the customer with a permanent copy of her contract and related documents, which includes 
the TOS, in an inalterable format.  Since the WSP did not provide this information to the customer as 
a permanent copy, we concluded that the customer could not have been expected to have the 
information that:  
1) the WSP did not guarantee uninterrupted service;  
2) she may be subject to an early cancellation fee for cancelling her service before the end of her 

contract term; and 
3) the amount of that early cancellation fee. 
 
 
B.1 Postpaid service contracts 
(iii) A service provider must provide a customer with a copy of the contract 
in an alternative format for people with disabilities upon request, at no 
charge, at any time during the commitment period. 
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Section B. Complaint Summary #7: Confirmed breach of Section B.1(iii) 
Facts: A visually impaired customer activated two wireless service contracts (with two-year terms) 
online at the end of December 2013. During an online chat session with a WSP representative, the 
customer informed the WSP of his disability and requested large print documents. The WSP did not 
provide the customer with large print documents, so the customer complained about it to us. 
Investigation: We found that the WSP had not provided the customer with a large print format of his 
contract, as the customer had requested. The WSP also admitted to us that it did not provide the 
large print version to the customer, at his request. 
Conclusion: We confirmed that the WSP breached section B.1(iii) of the Code because the WSP 
must provide a copy of the contract in an alternative format upon the customer’s request. 
 
 
B.1 Postpaid service contracts 
(iv) Contracts for postpaid services must set out all of the information listed 
below in a clear manner (items a-m): 
 

Key contract terms and conditions 
 
a. the services included in the contract and any limits on the use of 
those services that could trigger overage charges or additional fees; 
 

Annotation: “The services included in the contract”- Where does data fit in?   
Context:  Prior to the launch of the Wireless Code, many service providers offered mobile plans that 
included data as a component of the monthly price plan.  Under this model, the customer would pay 
one monthly fee to obtain a certain number of voice minutes, texts, and data.  The contracts provided 
to customers during this time clearly indicated that data was a component of the monthly plan.  
However, since the launch of the Wireless Code, we are now seeing that many service providers 
have removed the data component from the mobile plans and are now offering data as an “add-on” to 
the plan.  Wireless service contracts have been updated to reflect this change in business practice 
with some service providers excluding data from the “key terms” of the contract and now adding it 
under a different section, sometimes called “add-ons”, “optional services”, or “promotions”.   
 
We note that the Wireless Code refers to wireless services as retail mobile voice and data services 
and does not differentiate between them.  
Our Comments:  Whether data is considered a “key term” or not has implications for the protections 
a customer will have should the service provider wish to change the parameters of the data feature – 
either the amount of data allotted to the customer, or the price of that allotment.  
 
Section D details the following requirements for service providers when changing customers’ wireless 
service contracts:  
  Section D1 prohibits service providers from changing the key contract terms of a postpaid wireless 
contract during the commitment period without the customer’s informed and express consent.    
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   Section D2 permits service providers to change “other contract terms and conditions” during the 
commitment period by providing at least 30 calendar days’ notice.  In its decision, the Commission 
notes that other contract terms and conditions include items such as privacy policies, fair use policies 
and one-time costs.    
 
Our understanding is that the intent of these two provisions was to distinguish between aspects of 
wireless services that were key or vital to most customers (i.e. the service itself) and those aspects 
that were ancillary, such as privacy policies and one-time costs.   In making this distinction, the 
Commission clearly intended to prescribe a higher threshold of rights to consumers as it relates to 
services that are “key”, recognizing that customers require certainty that these key contract terms and 
conditions will not change during the course of a commitment period without their express and 
informed consent because these are the wireless services that most customers consider vital.   
 
Since service providers have been referring to data as an “add-on”, they argue that they are permitted 
by Section D2 to change the terms of the data plan without the customer’s consent.  All they need to 
do is provide 30 days’ notice. This change in business practice has had a considerable impact on 
consumers and the availability of the rights prescribed to them in Section D1 of the Wireless Code.  
 
We’ve seen many complaints from customers about their service providers unilaterally changing the 
data feature of their wireless plan. Often times, the service provider and customer resolve the 
complaint informally, which essentially leads to avoiding confirmed breaches.   
 
CCTS anticipates that this issue will be fully addressed in the CRTC’s forthcoming review of the 
Code.  In the interim, when we receive complaints about service providers unilaterally changing the 
data feature, we do a case-by-case analysis as to whether based on all the circumstances the data 
service was in our view a “key term” or an “add-on”.   (See for example Section D. Complaint 
Summary #4)  
 
Section B. Complaint Summary #8: Confirmed breach of Section B.1(iv) 
Facts: A customer upgraded his wireless internet stick and agreed to a new two-year contract by 
phone in December 2013. Between January and April 2014, the customer incurred more than $400 in 
overage charges because he exceeded the data limits in his plan. Although the customer 
acknowledged that he had received a copy of his contract from the WSP, the customer argued that 
he should not have to pay the overage charges because his contract was missing certain information 
which, according to the Code, must be included in his contract.  
Investigation: We discovered that the contract did not contain any information about how much data 
the customer was allowed to use as part of his data plan before he would incur overage fees. We also 
noted that wireless internet was the only service in the customer’s contract. 
Conclusion: We determined that the WSP breached Section B.1(iv)a of the Code because it did not 
explain, in the contract, how much data the customer could use before incurring overage fees. As a 
result, the customer had no way of knowing when he had used more data than his plan allowed. To 
resolve the complaint, the WSP agreed to refund to the customer all of the overage fees he had 
incurred. The WSP also agreed to provide the customer with a new Code-compliant version of his 
contract. 
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b. the minimum monthly charge for services included in the contract; 
 

Section B. Complaint Summary #9: Confirmed breach of Section B.1(iv) 
Facts: A customer upgraded his hardware and agreed to a new 24-month contract for a subsidized 
smartphone. The customer entered into the agreement on June 26, 2014 and made it clear that he 
wanted to keep his current monthly price plan.  The WSP agreed that the customer’s plan would 
remain the same. However, the WSP later told the customer that it would not honour the terms of his 
previous plan because it was incompatible with the device that he upgraded to. The customer 
complained to us. 
Investigation: While investigating this complaint, we assessed the customer’s contract and found a 
key term was missing from the customer’s contract: the minimum monthly charge for services.  
Conclusion: We concluded that the customer’s contract needed to include this key term and 
informed the WSP that the contract was missing the information. 
 

c. the commitment period, including the end date of the contract; 
 

Section B. Complaint Summary #10: Confirmed breach of Section B.1(iv) 
Facts: A customer purchased a basic wireless service package from a WSP. The customer 
complained that he had no way of knowing when the contract would end. 
Investigation: We referred to the customer’s contract and found that it did not contain a commitment 
period; the contract had a start date but no end date. 
Conclusion: We confirmed that the WSP breached section B.1(iv)c of the Code because all 
contracts must include the start date and end date of the contract.  

 
d. if applicable 

i. the total early cancellation fee; 
 

ii. the amount by which the early cancellation fee will decrease each 
month; and 
 

iii. the date on which the customer will no longer be subject to the 
early cancellation fee; 

 
Annotation: What is the Early Cancellation Fee 
Context: The Code defines an “early cancellation fee” as a “fee that may be applied when a 
customer’s service is cancelled before the end of the commitment period.” The Code limits what 
WSPs can charge as an early cancellation fee.  
Issue: We have seen some complaints in which the WSP has charged other fees outside/beyond 
what the Code prescribes, such as an “account closing fee” and an “administrative fee,” among 
others. 
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Our Comments: See Section G for further information on how an early cancellation fee needs to be 
calculated. 

 
Annotation: What the Code and the Decision say about the 30-day fee 
Issue: The CRTC makes it clear that WSPs should be able to recover the amount of the device 
subsidy that WSPs provide to customers, but only to the extent allowed by the early cancellation fee 
and the rules associated with that fee. Telecom 2013-271 states: 
  
Paragraph 226: For both fixed term and indeterminate contracts, when a subsidized device is 
provided […] the early cancellation fee should not exceed the value of the device subsidy. […] 
The Commission further considers that the early cancellation fee should be limited to the 
remaining balance of the device, which must decrease by an equal amount each month over a 
maximum of 24 months. 
 
Paragraph 234: If a customer cancels a contract before the end of the commitment period, a WSP 
must not charge the customer any fee or penalty other than the early cancellation fee, which 
must be calculated in the manner set out below… 
 
Paragraph 262: The Commission notes that before the proceeding, many WSPs required 30 days’ 
notice before implementing service cancellation, including at the end of a contract term. The record of 
this proceeding shows that this practice has generally ended due to the many complaints it generated. 
The Commission agrees with this development to minimize barriers to switching WSPs. 
 
Paragraph 266: In light of the above, the Commission determines that consumers may cancel their 
wireless services at any time by notifying their WSP, and that cancellation must take effect on 
the date on which the WSP receives this notice. The Commission determines that this requirement 
applies only to postpaid services. 
[Bolding by CCTS for emphasis.] 
 
Annotation: How Early Cancellation Fees apply to tab contracts 
Context: Section B.1(iv)d of the Code requires wireless contracts to include: “ii. The amount by which 
the early cancellation fee will decrease each month; and iii. The date on which the customer will no 
longer be subject to the early cancellation fee.” 
Issue: Some WSPs have asked for clarification about how to apply these sections of the Code to tab 
contracts because: 
• with regard to section B.1(iv)d.ii for tab contracts, the early cancellation fee will not decrease 
by a fixed dollar amount each month; and 
• with regard to section B.1(iv)d.iii, tab contracts do not have a set date on which the customer 
will no longer be subject to a cancellation fee. 
Our Comments: The CRTC confirmed in Telecom Regulatory Policy 2013-586 that cancellation fee 
provisions do allow for variable monthly reductions, either over and above the minimum amount, or 
based on a fixed percentage of the customer’s bill. For tab contracts, we will look at whether the 
WSP:  
a) Set out the minimum amount by which the cancellation fee will reduce each month;  
b) Set out the percentage amount that will be used to determine the monthly cancellation fee 
reduction.  
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The CRTC also explained that when the cancellation fee reduction is not a fixed dollar amount, WSPs 
must include, in both the contract and the Critical Information Summary (CIS), an example of how the 
amount will be calculated. WSPs must include a sample calculation in order to ensure clarity and 
transparency for the customer. 

 
Section B. Complaint Summary #11: Confirmed breach of Section B.1(iv) 
Facts: A customer upgraded her wireless phone in-store in August 2014. Unsatisfied with an aspect 
of her wireless service, the customer asked the WSP to cancel. The WSP said that if it did, she would 
be charged an early cancellation fee. The customer complained that she was not informed about a 
potential early cancellation fee.  
Investigation: We found that the customer’s contract did not include information about the early 
cancellation fee, which is required by the Code. We asked the WSP to explain how it could charge 
the customer a cancellation fee when the customer did not know that a cancellation fee existed, nor 
did she know the terms of that cancellation fee. The WSP could not justify applying its cancellation 
fee in these circumstances. 
Conclusion: We concluded that the WSP breached Section B.1(iv)d of the Code because the 
following key terms and conditions were missing from the customer’s contract:  
        i) the total early cancellation fee,  
        ii) the amount by which the early cancellation fee will decrease each month, and  
        iii) when the customer will no longer have to pay that early cancellation fee. 
To resolve the complaint, the WSP agreed to waive the early cancellation fee. The customer 
accepted the WSP’s offer. 
 
Section B. Complaint Summary #12: Confirmed breach of Section B.1(iv) 
Facts: A customer entered into a two-year, postpaid, fixed-term contract for two wireless phone lines. 
The customer experienced many billing issues after activating his service, so he decided to end his 
contract with the WSP. When the customer told the WSP that he wished to end his contract, the WSP 
told the customer that he must pay over $200 for the remaining balance of his wireless devices. The 
customer disputed the amount because he did not understand why the WSP was charging him $200.  
Investigation: We reviewed the customer’s contract and found that the WSP had not disclosed any 
information about their early cancellation fee. The WSP acknowledged that its contract did not include 
any of that information.  
Conclusion: We confirmed that the WSP breached section B.1(iv)d of the Code because the WSP 
failed to tell the customer:  
1) the WSP’s early cancellation fee;  
2) the amount by which the early cancellation fee would decrease each month; and  
3) the date on which the customer would no longer encounter an early cancellation fee. 
 
 

e. if a subsidized device is provided as part of the contract, 
 

i. the retail price of the device, which is the lesser of the 
manufacturer’s suggested retail price or the price set for the 
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device when it is purchased from the service provider without a 
contract; 
 

ii. the amount the customer paid for the device; and 
 

iii.  the fee to unlock the device, if any; 
 

Other aspects of the contract 
 
f. an explanation of all related documents, including privacy policies 
and fair use policies; 
 

Section B. Complaint Summary #13: Confirmed breach of Section B.1(iv) 
Facts: A customer agreed to a postpaid wireless service contract in May 2014. His plan included 
unlimited usage of voice, text and data to anywhere in Canada and in the United States.  At the end 
of June 2014, however, the customer received text messages stating that his services may be 
suspended because the customer had used more minutes for phone calls (i.e. voice services) than 
his plan allowed. The customer was confused because he had agreed to an unlimited plan. The 
customer did not understand how he could have gone over any limits.  
Investigation: We reviewed a copy of the customer’s contract and related documents. We found that 
the contract did not explain that the WSP had a Fair Use Policy that applied to its “unlimited” plans. 
According to the Code, WSPs must provide customers with an explanation of all related documents, 
including any limits to the customer’s service.  
Conclusion: The WSP breached Section B.1(iv)f of the Code because the WSP failed to provide the 
customer with an explanation of all related documents. The WSP could not charge the customer a fee 
for exceeding his talking time because the WSP had not informed the customer that his unlimited plan 
was subject to limits outlined in the Fair Use Policy. 

 
 
g. all one-time costs, itemized separately; 
 
h. the trial period for the contract, including the associated limits on 
use; 
 
 

Section B. Complaint Summary #14: Confirmed breach of Section B.1(iv) 
Facts: A customer agreed to two new phone contracts in August 2014 and received two subsidized 
devices. The customer used the new phones for a few days and realized that both phones did not 
work well. The customer tried to return both phones because she was still within her 15-day trial 
period. The WSP, however, would not allow the customer to return her devices because she had 
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exceeded limits of the voice service during the trial period. The customer complained to CCTS that 
she was not informed about any usage limits during her trial period. 
Investigation: We analyzed the customer’s contract and did not find information about the trial period 
and the limits attached to that trial period. The WSP explained that this information was outlined in the 
TOS. However, the WSP could not show us that the customer received the TOS at the point of sale.  
Conclusion: We confirmed that the WSP breached section B.1(iv)h of the Code because the WSP 
could not demonstrate that it had provided the customer with the TOS for the second device. The 
customer could not have known about the usage limits during her trial period without having received 
the WSP’s TOS.  
To resolve the complaint:  
1) the WSP agreed to let the customer out of her contract; 
2) the WSP waived the early cancellation fee for the customer’s device; and 
3) the customer agreed to the WSP’s resolution. 

 
 
i. rates for optional services selected by the customer at the time the 
contract is agreed to; 
 
j. whether the contract will be extended automatically on a month-to-
month basis when it expires, and if so, starting on what date; 
 

Section B. Complaint Summary #15 
Facts: A customer agreed to a postpaid, fixed term three-year wireless contract in August 2014. She 
had a billing complaint regarding her data service.   
Investigation: We asked the WSP to provide us with a copy of the customer’s contract and other 
related documents. We found the WSP’s contract did not explain whether the customer’s postpaid 
contract would be extended automatically on a month-to-month basis, and if so, on which date. 
According to the Code, the customer must know this information when entering into an agreement 
with the WSP.  
Conclusion: We confirmed that the WSP breached section B.1(iv)j of the Code because the WSP 
failed to explain all of the terms related to the customer’s postpaid service contract.  

 
k. whether upgrading the device or otherwise amending a contract 
term or condition would extend the customer’s commitment period or 
change any other aspect of the contract; 
 
l. if applicable, the amount of any security deposit and any applicable 
conditions, including the conditions for return of the deposit; and 
 

Section B. Complaint Summary #16 
Facts: A customer entered into an indeterminate contract for postpaid wireless services on May 29, 
2015. The customer activated the service in store and paid a security deposit. Twenty-four hours 
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later, the WSP deactivated the customer’s international roaming feature and explained that 
international roaming is unavailable to customers who have paid a security deposit and who have 
received service from the WSP for less than six months. The customer complained that when he 
activated his service, the WSP did not inform him about the conditions attached to the security 
deposit. 
Investigation: We asked the WSP to demonstrate that the customer’s contract and/or the WSP’s 
TOS clearly explained the conditions attached to the customer’s security deposit. The WSP could not 
do so.  
Conclusion: We confirmed that the WSP breached Section B.1(iv)l of the Code because it failed to 
tell the customer that it would not provide international roaming service to customers who have a 
security deposit and who have been subscribed to its service for less than six months.  To resolve the 
complaint, the WSP offered to activate the international roaming feature on the account and this 
satisfied the customer. 

 
 
m. where customers can find information about 
 

i. rates for optional and pay-per-use services; 
 

ii. the device manufacturer’s warranty; 
 

iii. tools to help customers manage their bills, including 
notifications on data usage and roaming, data caps, and 
usage monitoring tools; 

 
iv. the service provider’s service coverage area, including how to 

access complete service coverage maps; 
 

v. how to contact the service provider’s customer service 
department; 

 
vi.  how to make a complaint about wireless services, including 

contact information for the Commissioner for Complaints for 
Telecommunications Services Inc. (CCTS); and 

 
vii. the Wireless Code. 
 

Section B. Complaint Summary #17: Confirmed breach of Section B.1(iv) 
Facts: A customer brought his own phone into a WSP store and signed a contract for postpaid 
wireless services with that WSP. While he was in the store, the customer asked the store 
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representative what the coverage was in his area. The WSP representative assured the customer 
that he would have adequate coverage. The customer acted on the WSP representative’s assurance, 
and entered into the contract with the WSP. When the customer tried to use his phone in his area, 
service reception was so poor that the customer was unable to use his phone. The customer 
complained to us that he was misled about this service coverage.  
Investigation: The WSP explained to us that it refers customers to the WSP’s website in order to find 
a coverage map detailing where the WSP provides service. We reviewed the documents that the 
WSP had provided to the customer. We found that the customer’s contract did not include information 
about how to access the WSP’s coverage maps.  
Conclusion: We confirmed that the WSP breached section B.1(iv)m.iv of the Code because the 
WSP failed to include information in its contract about how the customer could find information on the 
WSP’s coverage area.  
 
 
B.2 Prepaid service contracts 
(i) A service provider must inform the customer of all conditions and fees 
that apply to the prepaid balance. 
 
Annotation: Informing prepaid customers about the conditions and fees  
Context: Customers have submitted complaints to us explaining they were not made aware of all the 
conditions and fees that apply to the prepaid balance. 
Issue: When we investigated these complaints, we found several cases where the WSP has not 
been able to show us that it did inform the customer about the conditions and fees that apply to the 
prepaid balance. 
Our Comments: The Code does not require WSPs to provide prepaid customers a written 
agreement. However, if a customer complains about their prepaid service, we will ask the WSP to 
provide evidence demonstrating that it informed the customer about all conditions and fees that apply 
to their prepaid balance. WSPs should consider providing customers with documentation that 
explains all the conditions and fees applicable to the customer’s prepaid service.  In the event that a 
customer complains about their prepaid service contract, the WSP will have evidence available to 
review in response to the complaint. 
 
Section B. Complaint Summary #18: Confirmed breach of Section B.2(i) 
Facts: A customer activated prepaid wireless services with a WSP. Two days later, the customer 
transferred (or “ported out”) his existing number to a new service provider. Because the customer had 
paid for wireless services in advance (because he had a prepaid contract), he asked the WSP to 
refund him for the days that he did not use the WSP’s services. The WSP refused to do so, and 
explained that according to its TOS, customers who port out their services (i.e. transfer to another 
WSP) are not entitled to refunds. The customer was unsatisfied with the WSP’s response, so he 
complained to us. 
Investigation: We asked the WSP to demonstrate that it had informed the customer about the 
conditions associated with his prepaid balance. The WSP could not do so. 
Conclusion: We confirmed that the WSP breached section B.2(i) of the Code because it had failed to 
explain the conditions associated with porting out services for prepaid contracts. The customer was 
entitled to a refund because he had no way of knowing that porting out his services would mean that 
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the WSP would not refund the money remaining on his account. To resolve the complaint, the WSP 
refunded the customer for the days that he did not use the service. 
 
 
B.2 Prepaid service contracts 
(ii) A service provider must explain to the customer how they can 
 

a. check their usage balance; 
 

b. contact the service provider’s customer service department; and 
 

c. complain about the service, including how to contact the CCTS. 
 
 
B.2 Prepaid service contracts 
(iii) A service provider must provide this information separately if it does not 
appear on a prepaid card or in the written contract. 
 
 
B.2 Prepaid service contracts 
(iv) If a device is provided as part of a prepaid service contract, a service 
provider must also inform the customer of 
 

a. where applicable 
 

i. the total early cancellation fee; 
 

ii. the amount by which the early cancellation fee will decrease 
each month; and 

 
iii. the date on which the customer will no longer be subject to the 

early cancellation fee; 
 

b. the retail price of the device, which is the lesser of the 
manufacturer’s suggested retail price or the price set for the device 
when it is purchased from the service provider without a contract; 
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c. the amount the customer paid for the device; 

 
d. the fee to unlock the device, if any; and 

 
e. where customers can find information about device upgrades and 

the manufacturer’s warranty. 
 

B.2 Prepaid service contracts 
(v) A service provider must give the customer a copy of the contract in an 
alternative format for people with disabilities upon request, at no charge, at 
any time during the commitment period. 
 
 
C. Critical Information Summary 
 
C.1 Critical Information Summary 
(i) A service provider must provide a Critical Information Summary to 
customers when they provide a permanent copy of the contract for postpaid 
services. This document summarizes the most important elements of the 
contract for the customer. 
 
Section C. Complaint Summary #1: Confirmed breach of Section C.1(i) 
Facts: A customer agreed to a new wireless service contract over the phone in December 2013. The 
customer complained to us that the WSP did not send him a copy of his Critical Information Summary 
(CIS).  
Investigation: We asked the WSP to demonstrate that it had sent the customer a copy of the CIS. 
The WSP was able to demonstrate that it had sent the customer a copy of the contract, but the WSP 
did not demonstrate that it had included a CIS. 
Conclusion: We confirmed that the WSP breached section C.1(i) of the Code because the WSP 
failed to send the CIS to the customer. To resolve the complaint, the WSP agreed to send the 
customer a CIS. The customer accepted this resolution.  
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C.1 Critical Information Summary 
(ii) A service provider must ensure that the Critical Information Summary 
contains all of the following: 
 

a. a complete description of all key contract terms and conditions (see 
item B.1(iv)a-e listed above); 

 
Section C. Complaint Summary #2: Confirmed breach of Section C.1(ii) 
Facts: In April 2014, a customer agreed to a postpaid two-year contract in-store.  The customer had 
a dispute regarding a discount he was supposed to get on his monthly service fee.  Eventually the 
customer just chose to cancel his contract with the WSP because it wasn’t going to provide him the 
discount.  
Investigation: We asked the WSP for the customer’s contract to review what he was supposed to be 
charged for his monthly fee. Upon reviewing the contract, we found the CIS was missing a number of 
key contract terms:  
a) the early cancellation fee; 
b) the amount by which the early cancellation fee would decrease; and  
c) the date that the customer would no longer be subject to the cancellation fee.  
According to section C.1(ii) of the Code, WSPs must include all of this information in the customer’s 
CIS. Without this information, the customer could not be expected to know what it would cost to 
cancel his contract.   
Conclusion: We confirmed that the WSP breached section C.1(ii) of the Code because it failed to 
include information about the customer’s early cancellation fee in his CIS. To resolve this complaint, 
the WSP offered to credit part of the customer’s cancellation fee. The customer accepted the WSP’s 
offer and this resolved the complaint. 

 
 
b. the total monthly charge, including rates for optional services 

selected by the customer at the time the contract is agreed to; 
 

c. information on all one-time charges and additional fees; and 
 

d. information on how to complain about the service provider’s wireless 
services, including how to contact the service provider’s customer 
service department and the CCTS. 

 
 

C.1 Critical Information Summary 
(iii) A service provider must ensure that the Critical Information Summary 
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a. accurately reflects the content of the contract; 
 

Section C. Complaint Summary #3: Confirmed breach of Section C.1(iii) 
Facts: In April 2014, a customer upgraded her hardware and agreed to a two-year wireless contract 
by phone. During this transaction, the customer told the WSP that she wanted to keep her unlimited 
data package. The WSP confirmed that she could. However, when the customer received her first bill, 
she noticed that the WSP had charged her for exceeding her data usage. The customer disputed the 
charges with her WSP because her package included unlimited data. The WSP told the customer that 
her upgraded device was incompatible with her previous unlimited data package, so the WSP had 
switched her from an unlimited plan to a 4GB data plan. 
Investigation: We listened to a recorded call between the WSP and the customer when she had 
agreed to upgrade her hardware and sign the two-year contract. During that call, we heard the WSP 
confirm that the customer could keep her unlimited data package after upgrading her phone. This 
phone conversation qualified as an agreement between the WSP and the customer that the customer 
would have unlimited data.  
Conclusion: We confirmed that the WSP breached section C.1(iii)a of the Code because the 
customer’s CIS did not reflect the agreement made over the phone between WSP and the customer. 
The customer’s CIS stated that she had a 4GB data plan, but this was not what the WSP and the 
customer had agreed to when the customer entered into the contract. The customer reasonably 
expected that she would have unlimited data service. 

 
 

b. is either provided as a separate document from the written contract 
or include prominently on the first two pages of the written contract; 
and 
 

Annotation: The CIS is not a substitute for the contract 
Context: The Code requires that a wireless contract must contain certain information (See Section 
B).  We’ve been finding that some WSPs are using the Critical Information Summary (CIS) as a 
substitute for the customer’s contract.  For example, the customer is provided with a three page 
document at the point of sale. The first two pages serve as the CIS and the third page serves as the 
contract. The WSPs contend that this three-page document is both the CIS and the contract. 
Issue: The CIS is intended to be a summary of the key points of the customer’s agreement.   
However, some WSPs are providing a document that purports to serve as both a CIS and contract.  
We do not believe that was the Code’s intent.   
Our Comments: While the CIS may be attached to the front of the contract, the CIS must not replace 
or substitute the work involved in drafting a more elaborate and fully explained contract. In other 
words, the CIS is intended to summarize a more elaborately explained contract, not to replace an 
elaborately explained contract.  
 
 

c. is clear and concise (does not exceed two pages), uses plain 
language, and is in an easily readable font. 
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Section C. Complaint Summary #4: Confirmed breach of Section C.1(iii) 
Facts: A customer entered into a contract for a wireless device in mid-December 2013. The contract 
included an unlimited data plan. However, the WSP informed the customer he had a 1GB data plan.  
The customer complained to us. 
Investigation: We reviewed the CIS that the customer had received when he signed up for service. 
Under “key contract terms”, the CIS stated that the customer had 1GB of data. However, on the CIS, 
the customer also had unlimited data as an add-on. We were uncertain about whether the customer 
had agreed to 1GB of data or unlimited data. According to Section C.1(iii)c, the CIS is supposed be 
clear and easy to understand. 
Conclusion: We confirmed that the WSP breached section C.1(iii)c of the Code because the CIS 
was not clear and easy to understand. In this case, the CIS contained contradicting information. The 
customer had no way of knowing whether his plan included unlimited data or 1GB of data because 
the CIS referred to both.   
  
 

D. Changes to contracts and related documents 
 
D.1 Changes to key contract terms and conditions 
(i) A service provider must not change the key contract terms and conditions 
of a postpaid wireless contract during the commitment period without the 
customer’s informed and express consent. 
 
Section D. Complaint Summary #1: Confirmed breach of Section D.1(i) 
Facts: In June 2014, a customer called his WSP to change his voice and text plan. The customer 
clearly told the WSP that he wanted to keep his 6GB data plan. In response, the WSP confirmed with 
the customer that it would keep his data plan. However, when he reviewed his next bill, the customer 
noticed that the WSP had changed his plan without his consent and so the customer complained to 
us.  
Investigation: When asked why it had changed the customer’s data plan, the WSP explained that 
the customer’s new voice and text plan was incompatible with his 6GB data plan, so the WSP 
mistakenly removed the 6GB plan from his account, but then added it back. Nonetheless, the WSP 
did not receive the customer’s informed and express consent before removing the 6GB data plan 
from his account.  
Conclusion: We confirmed that the WSP breached section D.1(i) of the Code because it had 
changed the customer’s data plan during the commitment period without the customer’s informed and 
express consent. To resolve the dispute, the WSP put the customer back on his old plan and credited 
all the charges he incurred during the period when he was on the smaller data plan. 
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Section D. Complaint Summary #2: Confirmed breach of Section D.1(i) 
Facts: A customer entered into a new contract for postpaid wireless services on April 16, 2015. When 
she received her monthly invoice, the customer noticed that her tab amount (the amount of device 
subsidy she received) had increased. She complained that the WSP had incorrectly calculated her 
tab balance.  
Investigation: We reviewed a copy of the customer’s contract and discovered that the WSP had 
changed the way it calculated the customer’s tab balance, which effectively changed the customer’s 
key terms and conditions.  
Conclusion: We confirmed that the WSP breached section D.1(i) of the Code because the WSP 
failed to obtain the customer’s informed and express consent before it changed a key contract term 
and condition in the customer’s contract (i.e. how the WSP would calculate the customer’s tab).  
 
Annotation: What happens when changes to Related Documents impact Key Contract Terms 
and Conditions  
Context: For post-paid customers, the Code requires a WSP to provide customers with 30 days’ 
notice if it wants to change the “Related Documents”, defined by the Code as “any documents 
referred to in the contract that affect the customer’s use of the service provider’s services”.  However, 
when a WSP seeks to change the customer’s “key contract terms”, it must obtain the customer’s 
informed and express consent. We have seen cases in which a WSP purports to make a change to 
“related documents”, but that change has the effect of changing the key contract terms.  Thus, when 
a WSP changes its related documents, such as its privacy policy or Fair Use Policy, and that change 
alters the “key contract terms and conditions” of the customer’s contract, the WSP has effectively 
changed the key contract terms. In such cases WSPs must adhere to the requirements for making 
changes to key contract terms.  
Issue: Some WSPs have questioned whether or not they must obtain consent before changing their 
related documents when those changes will, in effect, alter the customer’s key contract terms and 
conditions. 
Our Comments: If changes to a related document effectively change the key terms and conditions, 
the WSP must follow the rules outlined in Section D.1 of the Code (i.e. obtain the customer’s informed 
and express consent before making those changes). 
  
Section D. Complaint Summary #3: Confirmed breach of Section D.1(i) 
Facts: A customer entered into a postpaid indeterminate contract with a WSP in May 2014. The 
customer’s plan featured unlimited US roaming–which allowed for calls, texts, and data usage–from 
anywhere in the US. In July 2014, the customer travelled to the US. That same month, the WSP 
changed the terms in its Fair Use Policy for unlimited US roaming by placing limits on the unlimited 
calling that was part of its US roaming services. The customer complained to us about the change.  
Investigation: We determined that even though the WSP had not changed the customer’s contract 
directly, the WSP’s changes to its Fair Use Policy had indirectly changed the key contract terms of 
the customer’s contract. The Fair Use Policy changes effectively altered the customer’s contract. We 
determined the WSP failed to obtain the customer’s consent to change the terms, which it was 
required to do (and in this case it didn’t even notify the customer of the changes). 
Conclusion: We confirmed that the WSP breached section D.1(i) of the Code because the WSP had 
effectively changed a key contract term without obtaining the customer’s informed and express 
consent. A direct change to a related document may indirectly change a key contract term and 
condition; when this happens, WSPs must notify their customers about these changes and must 
receive the customer’s express and informed consent before implementing those changes. 
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Section D. Complaint Summary #4: Confirmed breach of Section D.1(i) 
Facts:  A customer signed up for a 3 year wireless service contract in July 2013 and her plan 
included unlimited data. In May 2015, the WSP notified her that it would be removing the unlimited 
data from her plan and the change would come into effect on July 1, 2015.  
Investigation:  The WSP told us that it considered the customer’s data service to be an “add-on” 
feature of her contract, and thus it was allowed to remove the unlimited data feature and put her on a 
3GB data plan, since it provided her with at least 30 days’ notice.  The customer disputed this and 
explained that she considered the data to be a “key term” of her contract and the WSP had no right to 
change it without her consent. The Wireless Code became applicable to this customer’s contract on 
June 3, 2015. After carefully reviewing the contract, account notes, and other materials, we 
determined that the customer had agreed to a wireless service plan which included unlimited data as 
a key contract term. The WSP offered the customer with a resolution which she found satisfactory, 
and this informally resolved the complaint. 
Conclusion: When the WSP unilaterally removed the unlimited data from her plan, it did so without 
obtaining her consent. As such, we confirmed a breach of D1(i). 
 
 
D.1 Changes to key contract terms and conditions 
(ii) When a service provider notifies a customer that it intends to change a 
key contract term or condition during the commitment period, the customer 
may refuse the change. 
 
D.1 Changes to key contract terms and conditions 
(iii) As an exception, a service provider may only change a key contract 
term or condition during the commitment period without the customer’s 
express consent if it clearly benefits the customer by either 

 
(iv) reducing the rate for a single service; or 

 
(v)  increasing the customer’s usage allowance for a single service. 

 
 
D.2 Changes to other contract terms and conditions or related 
documents 
(i) If, during the commitment period, a service provider wishes to change 
other contract terms and conditions or the related documents, it must 
provide the customer with at least 30 calendar days’ notice before making 
such changes. 
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D.2 Changes to other contract terms and conditions or related 
documents 
(ii) This notice must explain the change and when it will take effect. 
 
 
E. Bill management 
 
E.1 International roaming notification 
(i) A service provider must notify the customer, at no charge, when their 
device is roaming in another country. The notification must clearly explain 
the associated rates for voice, text messaging, and data services. 
 
 
Section E. Complaint Summary #1: Confirmed breach of Section E.1(i) 
Facts: A customer signed up for postpaid wireless service in May 2014, and then travelled to the US 
later that month. The customer was subsequently charged roaming fees. The customer complained 
that he did not know he was incurring roaming fees in the US.  
Investigation: We asked the WSP to demonstrate that it had notified the customer when his device 
was roaming in the US. In response, the WSP provided us with a copy of a generic welcome text 
message that it sends to all of its customers. We asked the WSP to demonstrate that this customer 
received the message, but the WSP was unable to do so. The Code requires WSPs to inform 
customers when their device is roaming in another country, as well as the associated fees for voice, 
text messaging, and data use in that country.  
Conclusion: We confirmed that the WSP breached section E.1(i) of the Code because the WSP 
failed to demonstrate that it informed the customer when his device was roaming in the US.  In 
addition, the WSP’s “generic” message failed to inform the customer what his roaming fees would be 
for voice, text messaging, and data services.  
 
Section E. Complaint Summary #2: Confirmed breach of Section E.1(i) 
Facts: A customer activated two wireless phones on a three-year contract with his WSP in May 2011. 
The customer and his wife travelled to the US from December 26-28, 2013. When the customer 
received his January 2014 invoice, he noticed that the WSP had billed him almost $4,500 in 
international data roaming charges. The customer denied that he and his wife had used enough data 
to justify a $4,500 charge. Specifically, the customer said that he and his wife: 
• kept the data roaming turned off for most of their trip, and only turned on their roaming a few times 

a day in order to retrieve email and check one or two news websites; 
• understood how their phones used data, and how the US roaming rates were charged, so they 

were both very cautious with their data use while in the US; and 
• received a text message from the WSP on December 30, 2013 – after they had returned from 

their trip – which notified them about the US roaming rates. 
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Investigation: We asked the WSP to explain the $4,500 charge, but it could not demonstrate the 
accuracy of the amount that it had billed the customer. The WSP also could not demonstrate that it 
had sent a roaming notification to the customer at the relevant time (i.e. while the customer was still in 
the US and his device was actually roaming there, rather than after the customer had already 
returned home from his trip). According to Section E.1(i) of the Code, WSPs must notify customers 
when they are using their devices in another country. This provision is meant to prevent customers 
from unknowingly incurring extremely high roaming charges.  
Conclusion: We confirmed that the WSP breached section E.1(i) of the Code because the WSP 
failed to demonstrate that it notified the customer that he would incur roaming charges while the 
customer’s device was actually roaming. The notification that the WSP had sent after the customer 
returned from his trip was not helpful because the customer: 
• had already incurred the roaming fees; 
• was no longer roaming with his device; and 
• could not have known, during his trip, the exact charges that he would incur. 
 

E.1 International roaming notification 
(ii) Customers may opt out of receiving these notifications at any time. 
 
 
E.2 Cap on data roaming charges 
(i) A service provider must suspend national and international data roaming 
charges once they reach $100 within a single monthly billing cycle, unless 
the customer expressly consents to pay additional charges. 
 
 
E.2 Cap on data roaming charges 
(ii) A service provider must provide this cap at no charge. 
 
 
Section E. Complaint Summary #3: Confirmed breach of Section E.1 and E.2  
Facts: A customer signed a postpaid, fixed-term contract for wireless services on October 5, 2014. At 
the end of January 2015, the customer travelled to India. On her way, she made a stop in France 
where she received calls from her husband. The customer knew that she would pay for those calls. In 
February 2015, the customer received an invoice that reflected both voice and data roaming charges. 
The customer disputed the data roaming charges, claiming that: 
1) she didn’t use the data while she was abroad; 
2) the WSP didn’t notify her that she was roaming in another country; and 
3) the WSP didn’t notify her that she had gone over her data limit for the month. 
The WSP explained that it had notified the customer when she was roaming, but did not provide the 
$100 data cap because the customer’s account was under a corporate plan. The WSP did not believe 
that the Code applied to customers with corporate plans. 
Investigation: We reviewed the WSP’s documents and determined that: 
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• the WSP had not notified the customer when she was roaming abroad; rather, it had sent a data 
usage alert to the customer when she had used 90% of her monthly data; 

• even though the customer had a corporate plan, the account was under her own name, which 
meant that she was responsible for paying the bills and managing her account with the WSP; and 

• the WSP demonstrated that the customer had actually used data when she was roaming. 
In Telecom Decision 2014-528, the CRTC clarified that the Code applies to “corporate individual 
plans and employee purchase plans” because in both cases, “the agreement is between a service 
provider and an individual who is responsible for some or all of the charges associated with the 
wireless contract.” So, the data cap applies to corporate plans.   
Conclusion: We confirmed that the WSP breached section E.1 and E.2 of the Code because it failed 
to:  
1) notify the customer when her device was roaming in another country; 
2) notify the customer about what the roaming rates were;  
3) apply a data cap on the customer’s account; and  
4) notify the customer when she had exceeded the data cap amount. 
 

E.3 Cap on data overage charges 
(i) A service provider must suspend data overage charges once they reach 
$50 within a single monthly billing cycle, unless the customer expressly 
consents to pay additional charges. 
 

E.3 Cap on data overage charges 
(ii) A service provider must provide this cap at no charge. 
 
Section E. Complaint Summary #4: Confirmed breach of Section E.3(i) 
Facts: A customer entered into a postpaid, three-year fixed term contract for a wireless phone on 
January 30, 2014. In April 2015, the customer received an invoice for over $300 in data overage fees. 
The following month, the customer received another invoice for approximately $69 in the same fees. 
The customer complained to us that she didn’t consent to incur additional data overage fees beyond 
the $50 cap.   
Investigation: We asked the WSP to demonstrate that it had capped the customer’s data overage 
limit once she had incurred $50 in overage fees. The WSP was unable to do so. Section E.3(i) of the 
Code requires WSPs to suspend data overage charges once the customer has reached $50 in data 
overage charges in a single monthly billing cycle, unless the customer expressly consents to pay 
additional charges.  
Conclusion: We confirmed that the WSP breached section E.3(i) of the Code because the WSP 
failed to cap the customer’s data overage fees at $50 in April and May 2015.  

 
Section E. Complaint Summary #5: Confirmed breach of Section E.3(i) 
Facts: A customer complained about incurring over $1,000 in data overage charges in January and 
February 2014. She did not know why the WSP had not suspended her data overage charges once 
she had reached $50 in data overage fees. 
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Investigation: We found that the customer had a contract which began in November 2012. However, 
the customer had called and changed her monthly price plan – which is a key contract term -- right 
after the Code had come into effect in early December 2013. As a result, the Code applied to the 
customer thereafter. We found that the customer was indeed entitled to a cap on her data charges 
once she had incurred $50 in data fees. When we asked the WSP why it had not capped the 
customer’s charges, the WSP explained that it simply did not apply the data cap to the customer, 
which is why she was billed a significant amount of fees.  
Conclusion: We confirmed that the WSP breached section E.3(i) of the Code because the WSP 
failed to cap the customer’s data fees once she reached $50. According to the Code, the customer 
was entitled to this cap. To resolve the dispute, the WSP offered to credit the data overage charges to 
the customer, which the customer accepted.  
 
Annotation: Data Caps - Who is the Customer? (Section E2 and E3) 
Context: We have seen many complaints in which WSPs have been sending data cap notifications 
as a text message to the individual wireless devices.  Some individuals or small businesses may have 
an account with multiple devices and/or shared services (e.g. a family “share” data plan). When the 
data limit is reached, the WSP is sending a notification to the device that is using the data at the time 
the threshold is reached.  And, in some circumstances, the WSPs are interpreting the Code as 
permitting them to allow the $50/$100 overage on each device on the plan.  So a customer who has 
multiple lines on an account will be charged more than the $50 / $100 spending cap because the 
WSP multiplies the cap by the number of lines on the account. 
 
• Example 1: A parent has a shared family plan with 3GB of data usage per month. The parent’s 

children, who are minors, have their own wireless phones under the parent’s account. The family 
exceeds their 3GB of data for the month, and the WSP sends a text message notification to one of 
the child’s devices.  The text message informs the child about the $50 data cap, and asks the 
child for consent to continue incurring data charges over the $50 cap. This is the only notification 
that the WSP provides to the family. The child agrees to continue incurring data overage charges 
(the child may or may not understand the consequences of providing this consent), and then the 
following month, the parent receives a bill for over $500 in data overage fees. The parent – who is 
the account holder – is now responsible for paying the bill even though the parent did not agree to 
incur data overage charges above the $50 data cap. 

• Example 2: A small business owner and a few of his employees share a plan with 10GB of data 
per month. The business owner is the account holder, and he pays for all of the charges incurred 
on the account. The group exceeds their 10GB of data for the month, and the WSP sends a text 
message notification to one of the employee’s devices. The text message informs the employee 
about the $50 data cap, and asks the employee for consent to continue incurring data charges 
over the $50 cap. This is the only notification the WSP provides to the employer and his 
employees. The employee agrees to continue incurring data overage charges. The next month, 
the business owner receives an invoice for over $1,000 in data overage charges and is now 
responsible for paying the bill even though the business owner did not agree to incur charges 
above the $50 data cap. 

• Example 3: One WSP applies the data cap at $50 x the number of devices on the account and 
only suspends the wireless service when the aggregate amount has been reached.  See example 
identified in Complaint Summary #7.   
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In the first two examples, the WSP expects the accountholders to pay the data overage charges even 
though neither account holder provided consent to incur data overage charges above the data cap. 
Instead, the end users (i.e. the individuals using the device, who are not necessarily the account 
holders) provided this consent to the WSP, quite possibly without the actual account holder’s 
knowledge. In the third example, some WSPs are not suspending the customer’s data overage 
charges once the customer reaches the $50 / $100 limit, which is not compliant with the Code. 
 
Issue: Sections E.2 and E.3 of the Code require WSPs to implement data caps unless “the customer” 
expressly consents to pay additional charges. These sections of the Code have led to the question, 
“Who is the customer?”  
Our Comments: The policy objective of this provision is to protect customers from “bill shock” – 
extremely high data and roaming charges that may have been incurred unknowingly.1 The Code 
defines customers as “individuals or small businesses subscribing to retail mobile wireless services,” 
which means that the customer is the person who signed up for the service and will be legally 
responsible for paying the WSP’s bill. When data caps are applied on the individual devices rather 
than at the account level, the accountholder (which is the person who is considered the customer) 
does not receive this protection. WSPs must ensure that the accountholder consents to the additional 
charges above the data cap and that the data cap is applied at the account level rather than on each 
device. 
 
WSPs must: 
  send notifications about international data roaming and data overage charges to the “customer”, 
i.e. the account holder;  
 apply the data cap at the account level, rather than at the device level. 
 
Section E. Complaint Summary #6: Confirmed breach of Section E.3(i) 
Facts: A customer entered into a fixed term contract for two wireless phones on September 30, 2014. 
The two phones shared a data plan of 1GB per month. In January and February 2015, the WSP billed 
the customer over $50 in data overage charges. The customer complained that the WSP did not 
notify him about the data overage charges.  
Investigation: We asked the WSP to demonstrate that it had notified the customer about the data 
overage charges. In response, the WSP provided evidence that the WSP had sent a data cap 
notification to one of the phones on the customer’s plan. However, that phone was operated by an 
end user, so the account holder did not receive the notification. The evidence showed that the end 
user consented to the additional data overage charges. Section E.3(i) of the Code requires WSPs to 
obtain express consent from the “customer” before the WSP continues to charge data overage fees 
above the data cap amount. The “customer” is the account holder with the WSP (i.e. the person 
responsible for paying bills to the WSP), which means that the account holder must provide consent 
to incur additional data overage charges. This also means that end users (those who use devices 

                                                           
1 According to Telecom Regulatory Policy 2013-271, the CRTC intended this provision to prevent customers from experiencing bill 
shock, and to help customers manage their data charge expenses. The CRTC states: “113. The Commission recognizes that bill shock 
is a serious problem for all consumers. When a consumer receives a bill that is unexpectedly many times greater than their normal 
monthly bill, it can be a source of considerable concern. 114. The record of the proceeding indicates that data usage is less intuitive for 
consumers than voice and text usage. The complexity of data usage is illustrated by the variability in bandwidth requirements for a 
number of commonly accessed online services. The Commission considers that, at this time, the average consumer may not be able to 
fully understand the implications of their use of online services on the amount of data they are using and how these services relate to 
the data limits of their wireless service plan.”  
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under the account holder’s plan) are not necessarily customers. So WSPs must send data cap 
notifications to the account holder rather than to a device which may be operated by an end user. 
Conclusion: We confirmed that the WSP breached section E.3(i) of the Code because the WSP 
failed to obtain the customer’s express consent before charging the customer for additional data 
overage fees above the data cap amount. To resolve the complaint, the WSP credited the customer 
for the data overage charges. 
 
Section E. Complaint Summary #7: Confirmed breach of Section E.3(i) 
Facts:  A customer had a family shared data plan and complained about the data overage charges 
on his December 2015 and January 2016 bills.  The customer had a total of 9 phone lines on the 
account, all under his name. In December 2015, he was charged $175 in data overage charges and 
in January 2016, he was charged an additional $105.  
Investigation:  We asked the WSP to demonstrate that it suspended the customer’s data overage 
charges once the customer reached $50 in December and January.  The WSP acknowledged that it 
did not suspend the customer’s data overage charges at $50.  Rather, it explained that its policy is 
that it won’t apply the data cap until the customer reached $50 x the number of lines on the account.  
In other words, this customer had 9 phone lines on the account and the WSP would only suspend the 
customer’s data overage charges once he hit a total of $450 in data overage charges ($50 x 9 lines). 
Conclusion:  We concluded that the WSP breached section E.3(i) of the Code as the WSP failed to 
demonstrate that it suspended the customer’s data overage charges once he reached $50 in 
December 2015 and in January 2016. 
 
Section E. Complaint Summary #8: No breach of Section E.3(i) 
Facts:  A customer complained to us that he incurred over $1,500 in wireless data overage charges 
from July – December 2015. 
Investigation:  The WSP demonstrated that the customer had used the data on his phone and as a 
result, incurred the charges.  We also discovered that the customer called the WSP in July 2015 and 
asked that the WSP stop suspending his data and applying the data cap on his account.  The WSP 
explained to the customer that by doing so, he would continue to incur data overage usage charges 
above the $50 data cap. The customer consented to unblock the data and consequently incurred 
significant data overage charges. 
Conclusion:  As Section E3(i) explains, the WSP must suspend the customer’s data overages 
unless the customer expressly consents to pay additional charges.  Since the customer expressly 
consented to pay the additional charges, we determined there was no breach of the Code.  
  
E.4 Unsolicited wireless services 
(i) A service provider must not charge for any device or service that the 
customer has not expressly purchased. 
 
Section E. Complaint Summary #9: Confirmed breach of Section E.4(i) 
Facts: A customer had two wireless devices. In March 2014, the customer had issues with his phone 
and asked his WSP to replace the SIM (Subscriber Identity Module) card of one of his phones, and 
replace his second device, both under the manufacturer’s warranty. In April 2014, the customer 
received his invoice and noticed that he had been billed approximately $1,000 for two hardware 
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upgrades. The customer complained that he should not have been charged for the upgrades because 
he did not agree to receive those upgrades; he just wanted to repair his phones. 
Investigation: We asked the WSP to explain why it had billed the customer for two hardware 
upgrades. The WSP could not demonstrate that the customer had expressly consented to any early 
hardware upgrades. Instead, the WSP explained that it had made a mistake.  
Conclusion: We confirmed that the WSP breached section E.4(i) of the Code because it had 
charged the customer for an early hardware upgrade, which the customer had not consented to 
receiving. According to section E.4(i) of the Code, WSPs cannot charge customers for a device or 
service that the customer has not expressly purchased. In this case, the customer did not expressly 
agree to receive any early hardware upgrades. To resolve the dispute, the WSP offered to credit the 
hardware upgrade fees that it had charged the customer. The customer accepted this resolution.  
 
 
E.5 Mobile premium services  
(i) If a customer contacts their service provider to inquire about a charge for 
a mobile premium service, the service provider must explain to the customer 
how to unsubscribe from the mobile premium service. 
 
 
F. Mobile device issues 
 
F.1 Unlocking 
(i) A service provider that provides a locked device to the customer as part 
of a contract must 
 

a. for subsidized devices: unlock the device, or give the customer the 
means to unlock the device, upon request, at the rate specified by 
the service provider, no later than 90 calendar days after the 
contract start date. 

 
b. for unsubsidized devices: unlock the device, or give the customer 

the means to unlock the device, at the rate specified by the service 
provider, upon request. 

 
Section F. Complaint Summary #1: Confirmed breach of Section F.1(i)a 
Facts: A customer signed up for wireless service with a subsidized device in June 2014. The 
customer became dissatisfied with his service and decided to switch to a new provider. The customer 
requested that the WSP provide the code to unlock his phone and the WSP refused, so the customer 
complained to us.  
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Investigation: We found that the customer’s request to unlock his device was made after the 90 day 
period referred to in section F.1(i)a. The WSP didn’t provide the unlock code to the customer. The 
customer asked for the unlock code again and the WSP took at least 16 additional days to provide it 
to the customer.   
Conclusion: We confirmed that the WSP breached section F.1(i)a of the Code because the WSP 
failed to provide the code to unlock the customer’s device upon the customer’s request. To resolve 
this complaint, the WSP provided the customer with the code to unlock his device. 
 
 

F.2 Warranties 
(i) A service provider must inform the customer of the existence and 
duration of a manufacturer’s warranty on a device before offering an 
extended warranty or insurance on that device. 
 
 
F.3 Lost or stolen devices 
(i) When a customer notifies their service provider that their device has 
been lost or stolen, 
 

a. the service provider must immediately suspend the customer’s 
service at no charge; and 

 
b. the terms and conditions of the contract will continue to apply, 

including the customer’s obligation to pay 
 

i. all charges incurred before the service provider received notice 
that the device was lost or stolen; and  

 
ii. either the minimum monthly charge (and taxes), if the customer 

continues with the contract, or the applicable early cancellation 
fee, if the customer cancels the contract. 

 
 
F.3 Lost or stolen devices  
(ii) If the customer notifies the service provider that their device has been 
located or replaced and requests that their service be restored, the service 
provider must restore the service at no charge. 
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F.4 Repairs 
(i) A service provider must suspend wireless service charges during device 
repairs upon request if all of the following conditions are met: 
 

a. the device was provided as part of a contract with the service 
provider and is returned to the service provider for repair; 

 
b. the device is under the manufacturer’s or the service provider’s 

warranty; 
 

c. the service provider did not provide a free replacement device for 
use during the repair; and 

 
d. the customer would incur an early cancellation fee if they were to 

cancel their wireless services. 
 
 
G. Contract cancellation and extension 
 
G.1 Early cancellation fees – General  
(i) If a customer cancels a contract before the end of the commitment 
period, the service provider must not charge the customer any fee or 
penalty other than the early cancellation fee. This fee must be calculated in 
the manner set out in sections 2. and 3. below. 
 
Section G. Complaint Summary #1: Confirmed breach of Section G.1(i) 
Facts:  A customer complained about his service provider charging additional fees when he 
requested to cancel his wireless service.   
Investigation:  In December 2015, the WSP cancelled the customer’s wireless service upon the 
customer’s request.  The service provider charged the customer for 6 days of service after the 
cancellation. The service provider explained that its policy is that once a customer has paid the 
monthly service fees, which are billed in advance, it does not provide a pro-rated refund to the 
customer for the period between the cancellation and the end of the monthly bill cycle, when he didn’t 
have service. During our investigation, we reminded the WSP that when a customer cancels a 
contract before the end of the commitment period, the Code prohibits the WSP from charging the 
customer any fee or penalty other than the early cancellation fee.  In this complaint, the WSP 
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cancelled the customer’s account on the day he requested, however, it charged him a fee other than 
the early cancellation fee.  The WSP refunded the pro-rated amount and the complaint was resolved. 
Conclusion: We confirmed a breach of Section G1(i) in this complaint because when a customer 
cancels the contract before the end of the commitment period, the service provider must not charge 
the customer any fee or penalty other than the early cancellation fee.2  
 
Annotation: How Early Cancellation Fees apply to Telus T-UP and Rogers Next programs 
Context: These WSPs offer early device trade-in and upgrade programs for customers with two-year, 
postpaid wireless service contracts. After 12 consecutive monthly payments, these WSPs offer 
customers the opportunity to trade in or upgrade their devices. If a customer chooses to trade in or 
upgrade their device, the customer must sign a new two-year postpaid contract associated with the 
upgraded device. The customer is not required to pay an early cancellation fee, but must pay a non-
refundable early device upgrade fee in order to enter into the program. 
Issue: Some WSPs questioned how the Code’s early cancellation fee rules apply to early device 
upgrade programs. In particular, these WSPs want to know whether or not their early device upgrade 
programs comply with the Code, since the fees associated with early device upgrade programs are 
non-refundable. These WSPs have expressed concern that their non-refundable early device 
upgrade fees may be mistaken as early cancellation fees and breach the Code’s early cancellation 
rules. 
Our Comments: In Telecom Decision 2015-212, the CRTC confirmed that these early device 
upgrade programs are consistent with the Code’s contract cancellation and extension rules. By 
paying an early device upgrade fee, the customer is paying for services as part of the early device 
upgrade program and specifically, “the option to upgrade a wireless device in the middle of a two-year 
postpaid contract without having to pay an [early cancellation fee].” Additionally, the CRTC noted that 
the early device upgrade program fee operates independently from the early cancellation fee 
mechanism and the customer’s device subsidy, and is an optional program; customers are informed 
of the terms and conditions when they enroll, so the program fees do not violate the Code’s early 
cancellation rules. 
 
 
G.1 Early cancellation fees – General  
(ii) When calculating the time remaining in a contract to determine the early 
cancellation fee, a month that has partially elapsed at the time of 
cancellation is considered a month completely elapsed.  
 
Annotation: Early Cancellation fees as of June 3, 2015 
Context: As of June 3, 2015 the Wireless Code applied in its entirety to all individual consumers and 
small business customers, regardless of when they entered into their contracts.   
Issue 1: WSPs and consumers often ask us how the Code applies to customers who still have 
contracts with unexpired three-year commitments, and who have not upgraded their device or 
otherwise amended their contracts (which would trigger the Code’s application). In particular, they 
want to know: 
1) Do these types of contracts automatically “expire” on June 3, 2015? 

                                                           
2 Our decision in this complaint is also in line with  Telecom Decision CRTC 2016-171.   
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2) If the contracts do not expire, but customers wish to cancel their contracts, will these customers 
incur an early cancellation fee? 

Our Comments to Issue 1: Contracts with unexpired three-year commitments which have not been 
upgraded or otherwise amended do not expire on June 3, 2015. Neither the Code’s language nor 
Telecom Regulatory Policy 2013-271 suggests that these contracts expire. Rather, Telecom 
Regulatory Policy 2013-271 confirms that the Code applies to these contracts as of June 3, 2015. So, 
if a customer with an unexpired three-year contract wishes to cancel their contract after June 3, 2015, 
then the Code’s early cancellation fee rules will apply. 
 
 
G.2 Early cancellation fees – Subsidized device 
(i) When a subsidized device is provided as part of the contract, 

 
a. for fixed-term contracts: The early cancellation fee must not 

exceed the value of the device subsidy. The early cancellation fee 
must be reduced by an equal amount each month, for the lesser of 
24 months or the total number of months in the contract term, such 
that the early cancellation fee is reduced to $0 by the end of the 
period. 

 
b. for indeterminate contracts: The early cancellation fee must not 

exceed the value of the device subsidy. The early cancellation fee 
must be reduced by an equal amount each month, over a maximum 
of 24 months, such that the early cancellation fee is reduced to $0 
by the end of the period. 

 

Annotation: How to calculate Early Cancellation Fees - Contracts with a Device Subsidy       
(For contracts without a device subsidy, please see here) 
 
The formula to calculate the ECF depends on when a contract was entered into.  
  
Contracts Entered Into Before June 3, 2013 
The Code requires that ECFs be reduced to zero within 24 months. Thus for contracts entered into 
before June 3, 2013, 24 months have passed so the ECF is zero. 
 
Contract Entered Into Between June 3 and December 2, 2013 with a Device Subsidy 
For fixed-term contracts entered into between June 3 and December 2, 2013 (the day before the 
Code came into force), the Code also applies, and likewise requires that the ECF for these contracts 
be reduced to zero within 24 months of being entered into, and prohibits the ECF from exceeding the 
“device subsidy.” 
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If there is an outstanding device subsidy, the service provider is entitled to recover it, but it must be 
calculated according to the requirements of the Code. 
 
This is our approach to determining the amount of any ECF: 
 
1. Determine the amount of the customer’s device subsidy at the time the contract was entered into 
and divide it by 24 (the number of months permitted under the Code for the re-payment of the 
subsidy). This gives you the amount by which the subsidy is required to have been reduced each 
month3;  
2. Assume notionally that the customer has been re-paying the device subsidy based on the 24-
month schedule, effective the date the contract was entered into; and  
3. Subtract the amount of the notional repayment from the amount of the device subsidy. If there is an 
outstanding balance, the service provider is entitled to recover that amount as an ECF.  
 
EXAMPLE: ECF calculation formula for contracts with device subsidy  
1) Customer’s contract start date = November 5, 2013  
2) Customer’s contract end date = November 4, 2016  
3) Device subsidy at sign-up = $240  
4) Customer cancels service on June 10, 2015  
 
The customer’s early cancellation fee would be:  
$240 (device subsidy) ÷ 24 (max. number of months as per The Code) = $10/month decrease of 
device subsidy 20 months of contract have expired, thus customer has notionally repaid $200  
$240 subsidy MINUS subsidy deemed to have been repaid ($200) = $40 ECF 
 
Should CCTS receive customer complaints about this issue, we will expect service providers to 
demonstrate the amount of the device subsidy (as it may not be disclosed in the contract), if they wish 
to charge an ECF to a customer who cancels their contract before the expiry of the term commitment. 
CCTS will consider any other calculation of ECF in these circumstances to be a breach of the 
Wireless Code. 
 
Section G. Complaint Summary #2: Confirmed breach of Section G.2(i) 
Facts: A small business entered into a postpaid 36 month contract for wireless services on 
December 27, 2013. In July 2015, the small business ported its wireless services to another service 
provider. The WSP charged the small business an early cancellation fee that had reduced the device 
subsidy by an equal amount each month for 36 months. The WSP explained it did not believe the 
Code applied to the small business. The small business disputed the ECF calculation and complained 
to us that the WSP incorrectly calculated the termination fee.  
Investigation: We investigated the complaint and determined that the Code applied to this small 
business.  When we looked at the WSP’s ECF calculation, we found that the WSP had charged the 
small business an early cancellation fee that was reduced by an equal amount over 36 months and 
not 24 months as required by the Code.  

                                                           
3 Paragraph 369 of TRP 2013-271 states “The Commission finds that where an obligation relates to a specific contractual relationship 
between a WSP and a customer, the Wireless Code should apply if the contract is entered into, amended, renewed, or extended on or 
after 2 December 2013. In addition, in order to ensure that all consumers are covered by the Wireless Code within a reasonable time 
frame, the Wireless Code should apply to all contracts, no matter when they were entered into, by no later than 3 June 2015.”  

Appendix 2 
TNC 2016-293 

CCTS



 
 
CCTS Annotated Guide to the Wireless Code – updated 22/09/2016 – Version 2.0  Page 42   
 

Conclusion: We confirmed that the WSP had breached section G.2(i)a of the Code because the 
WSP failed to charge the customer an early cancellation fee according to the formula set out in the 
Code. Section G.2(i)a requires WSPs to reduce their early cancellation fees to zero by the end of 24 
months. To resolve the dispute, the WSP offered a credit to the customer’s account (over $3,800), 
which the customer accepted. 
 
 
G.2 Early cancellation fees – Subsidized device 
(ii) When calculating the early cancellation fee, 
 

a. the value of the device subsidy is the retail price of the device minus 
the amount that the customer paid for the device when the contract 
was agreed to; and 

 
b. the retail price of the device is the lesser of the manufacturer’s 

suggested retail price or the price set for the device when it is 
purchased from the service provider without a contract. 
 

Annotation: How cancellation fee reductions apply to tab contracts 
Context: The cancellation fee for some tab contracts is reduced based on the amount of the 
customer’s monthly service charges, which means that the cancellation fee could reduce by varying 
amounts each month. Although the formula for calculating the reduction would be constant and 
predictable, some WSPs expressed concern that this type of reduction might nonetheless breach the 
Code because the Code requires that cancellation fees be reduced “by an equal amount” each 
month. 
Issue: How do the Code’s cancellation fee provisions apply to tab contracts? 
Our Comments: The CRTC confirmed in Telecom Regulatory Policy 2013-586 that cancellation fee 
reductions can, in any given month, exceed the minimum monthly amount set out in the Code, as 
long as the Code’s requirements are otherwise met. The CRTC also confirmed that using a constant, 
equal percentage to calculate fee reductions is sufficiently transparent and predictable for customers.  

 
 
G.3 Early cancellation fees – No subsidized device 
(i) When a subsidized device is not provided as part of the contract, 
 

a. for fixed-term contracts: The early cancellation fee must not exceed 
the lesser of $50 or ten percent of the minimum monthly charge for 
the remaining months of the contract, up to a maximum of 
24 months. The early cancellation fee must be reduced to $0 by the 
end of the period. 
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b. for indeterminate contracts: A service provider must not charge an 

early cancellation fee. 
 

Annotation: How to calculate Early Cancellation Fees – Contracts without a Device Subsidy 
 
Contract Entered Into Between June 3 and December 2, 2013 without a Device Subsidy  
For customers who entered into three year contracts and did not receive a device subsidy, the Code 
requires that the ECF be reduced to zero within 24 months. If the contract is cancelled before 24 
months have passed, the ECF is limited to the lesser of $50 or “10% of the minimum monthly charge 
for the remaining months of the contract.”  
 
The calculation in these cases is as follows: 
EXAMPLE: ECF calculation formula – contracts without device subsidy  
1) Customer’s contract start date = November 5, 2013  
2) Customers contract end date = November 4, 2016  
3) Minimum monthly charge = $65  
4) Customer cancels service on June 10, 2015  
 
The customer’s early cancellation fee would be:  
Contract should be reduced to zero by November 4, 2015.  
This means there are 4 months remaining between the customer’s contract cancellation date and the 
date that the ECF needs to reach zero.  
So 10% of $65 (minimum monthly charge) = $6.50 MULTIPLIED by 4 (number of months left) = 
$26.00 
 
Annotation: Other fees are prohibited when cancelling a contract  
Context: The Code prohibits any other fees to be charged when terminating a contract.   
Issue: We have seen some cases in which “other fees” were charged to a customer when the 
customer asked to cancel their contract. 
Our Comments: The Code defines an early cancellation fee as a “fee that may be applied when a 
customer’s service is cancelled before the end of the commitment period.” The CRTC explains that 
while WSPs are entitled to recover for the amount of their device subsidy, any early cancellation fees 
should be limited to the remaining balance of the device subsidy. According to Telecom Regulatory 
Policy 2013-271:  
226. For both fixed term and indeterminate contracts, when a subsidized device is provided … 

the early cancellation fee should not exceed the value of the device subsidy ... The 
Commission further considers that the early cancellation fee should be limited to the 
remaining balance of the device, which must decrease by an equal amount each month 
over a maximum of 24 months. 

234. If a customer cancels a contract before the end of the commitment period, a WSP must 
not charge the customer any fee or penalty other than the early cancellation fee, which 
must be calculated in the manner set out below… 

262. The Commission notes that before the proceeding, many WSPs required 30 days’ notice before 
implementing service cancellation, including at the end of a contract term. The record of this 
proceeding shows that this practice has generally ended due to the many complaints it 
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generated. The Commission agrees with this development to minimize barriers to 
switching WSPs. 

266. In light of the above, the Commission determines that consumers may cancel their wireless 
services at any time by notifying their WSP, and that cancellation must take effect on the 
date on which the WSP receives this notice. The Commission determines that this 
requirement applies only to postpaid services. 

[Bolding by CCTS for emphasis.] 
 
Considering the CRTC’s decision, we will consider that other fees charged to the customer because 
the customer transfers or cancels their service are not permitted.   
 
Section G. Complaint Summary #3: Confirmed breach of Section G.3(i) 
Facts: In August 2013, a customer agreed to two wireless service contracts. She paid for both 
devices in full at the time she entered into the contracts. In January 2014, the customer received a 
text message from the WSP which explained that she was being placed on an indeterminate contract 
in order for the WSP to comply with the Code. In February 2014, the customer called her WSP to 
cancel her service. During their call, the WSP told the customer that she would be charged a $50 
“account closing fee” for each device, and she would be charged an additional “30-day fee.” She 
disputed the account closing fee. She explicitly agreed to pay the “30-day fee” because she would 
keep her service for an additional month. In response to the customer’s refusal to pay the account 
closing fee, the WSP cancelled the customer’s service the following day without her consent. 
Investigation: We looked at the customer’s most recent contract prior to the dispute. We determined 
that the Code applied to the customer as of January 2014. We also found that the WSP had indeed 
charged the customer an “account closing fee.” Charging the customer an “account closing fee” is not 
permitted under the Code.  
Conclusion: We confirmed that the WSP had breached section G.3(i)b of the Code because it 
improperly charged the customer a fee not permitted by the Code.  
 
 
G.4 Trial period  
(i) When a customer agrees to a contract through which they are subject to 
an early cancellation fee, a service provider must offer the customer a trial 
period lasting a minimum of 15 calendar days to enable the customer to 
determine whether the service meets their needs. 
 
 
G.4 Trial period  
(ii) The trial period must start on the date on which service begins. 
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G.4 Trial period  
(iii) A service provider may establish reasonable limits on the use of voice, 
text, and data services for the trial period. 
 
Section G. Complaint Summary #4: Confirmed breach of Section G.4(iii) 
Facts: A customer entered into a postpaid indeterminate tab contract for wireless services on April 
21, 2015. Two days later, the customer reported to her WSP that she did not have wireless service at 
her workplace. The WSP’s technical support team could not resolve her issue, so the customer tried 
to cancel her contract and return her device since she was within the WSP’s “buyer’s remorse” period 
(15 days from the purchase date). The WSP rejected the customer’s request and explained that she 
had exceeded the 30-minute voice limit outlined in the WSP’s return policy. So, the customer ported 
her number to another service provider. In response, the WSP charged the customer her remaining 
tab balance. The customer disputed the charge and explained that when she agreed to the contract, 
the salesperson ensured her that if she was unsatisfied with her phone or wireless services, she 
would be able to return her phone anytime within 15 days of purchase. The customer argued that the 
salesperson waived the 30-minute voice limit which was included in the agreement’s return policy. 
The customer provided proof that the salesperson had signed that particular clause to assure the 
customer that she would be able to return the phone within 15 days even if she talked for more than 
30 minutes during the customer’s trial period.  
Investigation: We asked the WSP to provide a copy of the customer’s contract. We noticed that the 
customer’s contract had indeed been amended to waive the 30-minute voice limit during her trial 
period. Section G.4(iii) of the Code allows WSPs to establish reasonable limits for voice, text, and 
data service use during the trial period. Since the WSP’s salesperson had waived the customer’s 30-
minute limit, the WSP was required to honour the customer’s request to return the device under the 
buyer’s remorse policy within the 15 days. 
Conclusion: We confirmed that the WSP had breached section G.4(iii) of the Code because the 
WSP failed to honour the terms of the customer’s trial period. Specifically, the WSP had agreed to 
waive the 30-minute voice limit, so it should have honoured that waiver. To resolve this dispute, the 
WSP credited the customer’s tab balance. 
 
G.4 Trial period  
(iv) During the trial period, customers may cancel their contract without 
penalty or early cancellation fee if they have 
 

a. used less than the permitted usage; and 
 

b. returned any device provided by the service provider, in near-new 
condition, including original packaging. 
 

Section G. Complaint Summary #5: Confirmed breach of Section G.4(iv) 
Facts: A customer activated a wireless device in September 2014. The customer tried to cancel and 
return his device on September 11, 2014, during his trial period. The WSP did not allow the customer 
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to return his device and charged the customer an outstanding tab balance for his device. The 
customer was unsatisfied with the WSP’s response, so he complained to us.  
Investigation: We asked the WSP to explain why it refused to allow the customer to cancel and 
return his device within his trial period. The WSP could not demonstrate that the customer had either 
used more than his permitted usage, or had tried to return his device without the original packaging.  
Conclusion: We confirmed that the WSP had breached section G.4(iv)a-b of the Code because the 
WSP did not allow the customer to cancel his contract and return his phone without penalty. The 
customer had followed the WSP’s terms - he used less than his permitted usage during his trial 
period, and he returned his device in near-new condition, including the original packaging. To resolve 
the dispute, the WSP agreed to take back the customer’s device and refund the customer the amount 
that he had paid for the device when he entered into the contract.  

 
Section G. Complaint Summary #6: No breach of Section G.4(iv) 
Facts: In June 2015, a customer agreed to 2 post-paid wireless service agreements with device 
subsidies. After about a week, the customer decided that he wasn’t satisfied with the wireless service 
and devices, and attempted to return the devices within the 15 day trial period.  
Investigation:   The WSP refused to accept the return of the devices and explained to us that the 
customer had surpassed the permitted usage limits.  The WSP provided us a copy of the customer’s 
contract which stated he could return his device within 15 days of purchase as long as he had used 
less than 30 minutes of talk time. By the time the customer attempted to return both devices, he had 
already used 70 minutes of talk time on one device and 150 minutes on the other. Moreover, the 
customer’s signed contract clearly disclosed the terms of the WSP’s trial period, so the customer was 
not entitled to the benefits of this Code provision. 
Conclusion:   We found that the WSP had reasonably performed its obligations and that it had not 
breached Section G4(iv) of the Code.  

 
 

G.4 Trial period  
(v) If a customer self-identifies as a person with a disability, the service 
provider must extend the trial period to at least 30 calendar days, and the 
permitted usage amounts must be at least double the service provider’s 
general usage amounts for the trial period. 
 
G.5 Cancellation date 
(i) Customers may cancel their contract at any time by notifying their service 
provider. 
 
G.5 Cancellation date  
(ii) Cancellation takes effect on the day that the service provider receives 
notice of the cancellation. 
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Annotation: WSPs must provide pro-rated refunds for cancelled services 
Context: Many post-paid customers have complained about some WSPs not cancelling their service 
upon request.   
Issue:  CCTS has seen two different scenarios when customers call to cancel their service: 
1. The WSP explains to the customer that it will cancel the service on that day but since the customer 
has already paid in advance for the entire month of service, it will not refund the customer for the 
days in which (s)he didn’t use the service.  So the WSP encourages the customer to stay until the 
end of the month and some customers do end up doing this, to avoid paying for wireless services with 
two providers; or  
2. The WSP cancels the service on the day that the customer requests to cancel. But then the 
customer receives his/her bill and realizes that even though the WSP cancelled service, it continued 
to charge for services for the rest of the bill cycle. The customer complains to us after (s)he realizes 
that the WSP will not refund the pro-rated fees for the days in which (s)he didn’t have service.    
Our comments: The CRTC clarified in Telecom Decision 2016-171 that WSPs are not only required 
to cancel the wireless services on the day they receive a cancellation request from the customer, but 
they must not continue to charge the customer for services (s)he does not receive. In addition, it 
clarifies that the WSPs are required to provide pro-rated refunds for the days when the customer 
didn’t use the services.4  
 
Section G. Complaint Summary #7: Confirmed breach of Section G.5(ii) 
Facts: In August 2014 a customer upgraded her device and agreed to a two-year contract. After a 
few frustrating experiences with her WSP, in November 2014 she decided to switch to another 
provider. The customer called her WSP and asked to cancel her services. However, the WSP 
continued to send the customer invoices for services which she refused to pay. The customer then 
complained to us.  
Investigation: When we reviewed the WSP’s records on the customer’s account, we confirmed that 
the WSP had not cancelled the customer’s services at her request, and the WSP actually continued 
to send the customer invoices for those services. We told the WSP that it should have cancelled the 
customer’s account on the day she asked the WSP to cancel her services. The WSP agreed that it 
had made a mistake.  
Conclusion: We confirmed that the WSP had breached section G.5(ii) of the Code because it failed 
to cancel the customer’s services on the day she asked the WSP to cancel her services. To resolve 
the dispute, the WSP removed all of the charges that it had applied following the day the customer 
asked to cancel. The WSP also offered the customer a credit, which she accepted.  
 

G.6 Contract extension 
(i) To ensure that customers are not disconnected at the end of the 
commitment period, a service provider may extend a contract, with the 
same rates, terms and conditions, on a month-to-month basis. 
G.6 Contract extension  
                                                           
4 TELUS submitted a Part 1 application to the CRTC regarding Telecom Decision 2016-171.  To date, the Commission has not issued a 
response or decision regarding TELUS’ submission. 
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(ii) A service provider must notify a customer on a fixed-term contract at 
least 90 calendar days before the end of their initial commitment period 
whether or not the contract will be automatically extended. 
 
 
G.6 Contract extension  
(iii) At the time that a service provider offers a customer a device upgrade, 
the service provider must clearly explain to the customer any changes to the 
existing contract terms caused by accepting the new device, including any 
extension to the commitment period. 
 
 
H. Security deposits 
 
H.1 Requesting, reviewing, and returning a security deposit 
(i) If a service provider requires a security deposit from a customer, the 
service provider must 
 

a. inform the customer of the reasons for requesting the deposit; 
 

b. keep a record of those reasons for as long as the service provider 
holds the deposit; 

 
c. specify in the written contract the conditions for the return of the 

security deposit; 
 

Section H. Complaint Summary #1: Confirmed breach of Section H.1(i) 
Facts: A customer entered into a two-year wireless service contract in August 2014, and was 
required to provide a $400 security deposit at the point of sale. At that time, the WSP explained to the 
customer that he would receive his deposit back after six months as long as he regularly paid his 
account balance. The customer followed the WSP’s instructions and paid his account balance. 
However, after six months, the WSP did not return the customer’s deposit. The customer asked the 
WSP about his deposit, and it explained that the customer had to fulfill other conditions before it 
would return the security deposit. The customer complained to us about the additional conditions.  
Investigation: We asked the WSP to provide us with a copy of the customer’s contract. After 
reviewing the contract, we found that the WSP had not outlined all of the terms and conditions which 
it now said related to the security deposit at the time the customer had entered into the contract. 
During our investigation, the WSP refunded the security deposit to the customer, which resolved the 
customer’s complaint.  
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Conclusion: We confirmed that the WSP had breached section H.1(i)c of the Code because the 
WSP failed to specify in the customer’s written contract all of the conditions attached to the security 
deposit. 

 
 
d. review the continued appropriateness of retaining the deposit at 

least once per year; and 
 
e. return the security deposit with interest to the customer, retaining 

only any amount owed by the customer, no more than 30 calendar 
days after 
 

i. the contract is terminated by either the customer or the service 
provider; or 
 

ii. the service provider determines that the conditions for the 
return of the security deposit have been met. 

 
 

H.1 Requesting, reviewing, and returning a security deposit 
(ii) A service provider must calculate interest on security deposits using the 
Bank of Canada’s overnight rate in effect at the time, plus at minimum one 
percent, on the basis of the actual number of days in a year, accruing on a 
monthly basis. 
 
 
H.1 Requesting, reviewing, and returning a security deposit 
(iii) A service provider may apply the security deposit toward any amount 
past due and may require customers to replenish the security deposit after 
such use in order to continue providing service. 
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I. Disconnection  
 
I.1 When disconnection may occur 
(i) If the grounds for disconnecting a customer are failure to pay, a service 
provider can disconnect a customer’s postpaid service only if the customer 

 
a. fails to pay an account that is past due, provided it exceeds $50 or 

has been past due for more than two months; 
 

b. fails to provide or maintain a reasonable security deposit or 
alternative when requested to do so by the service provider; or 

 
c. agreed to a deferred payment plan with the service provider and 

fails to comply with the terms of this plan. 
 
 
I.1 When disconnection may occur  
(ii) Except with customer consent or in other exceptional circumstances, 
disconnection may occur only on weekdays between 8 a.m. and 9 p.m. or 
on weekends between 9 a.m. and 5 p.m., unless the weekday or weekend 
day precedes a statutory holiday, in which case disconnection may not 
occur after noon. The applicable time is that of the customer’s declared 
place of residence. 
 
I.1 When disconnection may occur  
(iii) If a service provider disconnects a customer in error, the service 
provider must restore service to the customer by the end of the next 
business day and must not impose reconnection charges. 
 
I.2 Notice before disconnection 
(i) If a service provider intends to disconnect a customer, it must notify the 
customer before disconnection, except in cases where 
 

a. action is necessary to protect the network from harm; or 
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b. the service provider has a reasonable suspicion that fraud is 
occurring or likely to occur. 

 
Annotation: Disconnection provision and Customers with spending or credit limits  
Context: Some customers have spending or credit limits attached to their wireless services account. 
Issue: Some WSPs have questioned whether or not WSPs must notify these types of customers prior 
to interrupting their service.  
Our Comments: In Telecom Decision 2015-376, the CRTC clarified that customers with spending 
limits are exempt from the Code’s disconnection provisions because these customers already know 
that a limit exists on their account, and they understand that in order to continue receiving service, 
they must not exceed their limits. As such, these informed customers do not need additional notice 
prior to a service suspension: 
28. Suspensions due to a customer reaching a pre-established usage or credit limit are distinct from 

suspensions due to non-payment. In a case of suspension related to a pre-established usage 
or credit limit, the agreement entered into between a WSP and a customer ensures that a 
customer is aware of the conditions that could lead to service being temporarily 
suspended…  

      [Bolding by CCTS for emphasis.] 
 
These customers who reach their spending or credit limit are not subject to the disconnection rules in 
Section I of the Code.  
 
However, in the event that the customer does not know that their account has a spending limit, we 
believe the customer must be provided with Code-compliant notice prior to the disconnection.  
 
Note that the exemption of these customers from the disconnection provisions applies only if the 
reason for the disconnection is related to the spending limit.  If the WSP disconnects a customer with 
a spending limit for any other reason, the notice provisions of the Code will apply. 
 
 
I.2 Notice before disconnection 
(ii) In all other cases, a service provider must give reasonable notice to the 
customer at least 14 calendar days before disconnection. The notice must 
contain the following information: 
 

a. the reason for disconnection and amount owing (if any); 
 

b. the scheduled disconnection date; 
 

c. the availability of deferred payment plans; 
 

d. the amount of the reconnection charge (if any); and 
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e. contact information for a service provider representative with whom 

the disconnection can be discussed. 
 
Annotation: Providing Code-compliant notice prior to Disconnection 
Context: Some WSPs take multiple steps prior to disconnecting a customer’s wireless services for 
nonpayment. After numerous attempts to collect an outstanding balance, these WSPs initially 
suspend a customer’s wireless service and then proceed with disconnection. Once the customer’s 
service is suspended, though, the customer is not able to use the wireless services. Some WSPs 
interpreted the Code provision as a requirement to provide advance notice only before the final 
disconnection of the customer’s service. These WSPs took the position that since the Code defines 
suspension and disconnection separately, they were only required to provide Code-compliant notice 
prior to a “disconnection” of wireless services and not a “suspension” of services.  
Issue: Many customers complained to us to us that their wireless service was cut off without notice. 
CCTS was not convinced that the WSPs’ interpretation was in line with the Code’s intention.  
Our Comments: In our opinion, the Code-compliant notice obligation applied to any interruption of 
service for non-payment, no matter how the service provider characterized it.   
The CRTC clarified in Telecom Decision 2015-376 that WSPs must notify customers a) in all cases 
before a disconnection for nonpayment; b) before the first suspension in the disconnection cycle.   
 
Annotation: Customers who fail to fulfill payment arrangements and Disconnection notice 
Context: Some WSPs interpret Telecom Decision 2015-376 as an exemption from providing Code-
compliant notice to all customers who have failed to fulfill promise-to-pay-agreements.  
Issue:  The Commission clarifies that WSPs must provide Code-compliant notice to customers prior 
to the first suspension in a disconnection cycle.5 Sometimes, WSPs and customers make a “payment 
arrangement” or “promise-to-pay-agreement” in order to avoid service disconnection.  A promise-to-
pay-agreement is when the customer and the WSP come to an agreement by which the customer will 
pay the outstanding balance, for example, in a few installments and by a specific date.  The 
Commission clarified that when a customer agrees to a promise-to-pay-agreement that constitutes 
sufficient notice to the customer that his /her service may be cut off again in the future.6   
 
Our Comments:  WSPs are not exempted from providing Code-compliant notice prior to the first 
suspension in a disconnection cycle.  Let’s say a WSP first suspended the customer’s wireless 
service on February 1t.  That same day, the customer calls the WSP and requests that the service be 
reconnected. The WSP agrees but only if the customer enters into a promise-to-pay arrangement.  
So the customer agrees to a promise to pay arrangement, and the WSP informs the customer that if 
(s)he doesn’t pay by February 15, the service will be suspended again.  The customer doesn’t make 
all the payments required by February 15 and the WSP suspends the customer’s service that day.  In 
this example, we expect the WSP to demonstrate that it had provided Code-compliant notice prior to 
the first suspension, which happened on February 1.   
 
In other words, the Decision doesn’t exempt WSPs from providing Code-compliant notice to 
customers who fail to fulfill a promise-to-pay arrangement.  Rather, WSPs must provide Code-
                                                           
5 WSPs do not need to provide Code-compliant notice to pre-paid service customers or customers on credit-limited spending programs 
who are clearly made aware of their spending limits. 
6 Telecom Decision CRTC 2015-376, Paragraph 30. 
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compliant prior to the first suspension in the disconnection cycle.  And if, after that, the customer 
agrees to and fails to fulfill a promise to pay arrangement, then the WSP is not required to provide 
additional notice as long as the customer is made aware of the terms leading to further service 
suspensions.  
 
Section I. Complaint Summary #1: Confirmed breach of Section I.2(ii)  
Facts: A customer entered into a wireless postpaid, indeterminate contract which renewed on the 
15th day of each month. The customer activated his service on July 10, 2014. On November 26, 2014, 
the WSP suspended the customer’s service because he had exceeded the $297 credit limit on his 
account. The customer complained to us that the WSP had not told him about any spending limits on 
his account. 
Investigation: We discovered that the WSP had not informed the customer about any spending limits 
on his account. Because the customer did not know about any limits on his account, the customer 
had no way of anticipating or preventing the WSP’s service suspension.  
Conclusion: We confirmed that the WSP breached section I.2(ii) of the Code because it did not 
inform the customer about the $297 credit limit on his account. The customer should not have been 
suspended for going over a limit that he did not know existed.  
 
Section I. Complaint Summary #2: Confirmed breach of Section I.2(ii) 
Facts: A customer entered into a postpaid, fixed term (24-month) contract for wireless phone and 
data stick services on August 19, 2014. The WSP disconnected her wireless services on July 16, 
2015.The customer disputed the disconnection with her WSP and argued that she had paid her 
invoices up until February 2015 via pre-authorized payments. In February 2015, the pre-authorized 
payment process failed after numerous attempts to process the payment. The customer also alleged 
that the WSP had advised her not to make any payments in June 2015. 
Investigation: The WSP was not able to demonstrate it had advised the customer not to make any 
payments in June 2015. Rather, we found that the WSP had contacted the customer a few times in 
May, June, and July 2015 in order to remind her to pay her bill. In June 2015, the customer made a 
partial payment, but did not make any additional payments after that time, which explained why the 
WSP disconnected her service on July 16, 2015. We determined that the service provider was 
allowed to suspend the customer’s service because she had an outstanding balance that exceeded 
$50, and she had been overdue for more than two months. However, the WSP was unable to 
demonstrate that it had properly notified the customer prior to disconnecting her service.  
Conclusion: We confirmed that the WSP had breached section I.2(ii) of the Code because the WSP 
failed to notify the customer at least 14 calendar days before disconnecting her service, and providing 
the following information in that notice:  
        a) the reason for disconnection and amount owing;  
        b) the scheduled disconnection date;  
        c) the availability of deferred payment plans;  
        d) the amount of the reconnection fee (if any); and  
        e) contact information if the customer wished to speak with a service representative about the  
             disconnection;  
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Section I. Complaint Summary #3: Confirmed breach of Section I.2(ii) 
Facts: A customer entered into a postpaid indeterminate contract for wireless services. On July 23, 
2015, the WSP disconnected the customer’s services because she did not pay an outstanding 
balance on her account. The customer disputed the disconnection and complained to us.  
Investigation: We found that the WSP had provided notice to the customer regarding a) the reason 
for disconnection and amount owing; c) the availability of deferred payment plans; d) the amount of 
the reconnection fee; e) contact information of a service representative.  However, the WSP was not 
able to demonstrate it had properly informed the customer of the scheduled disconnection date of 
July 23, 2015.   
Conclusion: We confirmed that the WSP had breached section I.2(ii) of the Code because it failed to 
notify her of the scheduled disconnection date, which it is required to do under I.2ii(b).  
 
 
I.2 Notice before disconnection 
(iii) A service provider must provide a second notice to advise a customer 
that their service will be disconnected at least 24 hours before 
disconnection, except if 

 
a. repeated attempts to contact the customer have failed; 

 
b. action is necessary to protect the network from harm; or 

 
c. the service provider has a reasonable suspicion that fraud is 

occurring or likely to occur. 
 
Section I. Complaint Summary #4: Confirmed breach of Section I.2(ii-iii) 
Facts: A customer entered into an indeterminate contract for wireless services on March 6, 2015. On 
April 28, 2015, the WSP disconnected his services. The customer did not know why the WSP had 
disconnected his services, so he complained to us.  
Investigation: The WSP explained that it disconnected the customer’s service for nonpayment. We 
discovered that the WSP did not notify the customer before disconnecting his services.  
Conclusion: We confirmed that the WSP had breached section I.2(ii - iii) of the Code because it 
failed to provide notice to advise the customer that the service would be disconnected at least 14 
days and 24 hours before disconnection.   
 
 
I.3 Disputing disconnection charges 
(i) A service provider must not disconnect a customer if 
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a. the customer notifies the service provider on or before the 
scheduled disconnection date listed in the notice that they dispute 
the reasons for the disconnection; 

 
b. the customer pays the amount due for any undisputed portion of the 

charges; and 
 

c. the service provider does not have reasonable grounds to believe 
that the purpose of the dispute is to evade or delay payment. 

 
Section I. Complaint Summary #5: Confirmed breach of Section I.3(i) 
Facts: A customer disputed the billing of airtime overage fees and the disconnection of her services.  
The customer disputed the airtime overage fees because she said those minutes were included in her 
plan. When the customer contacted her WSP, it adjusted some of the disputed charges. The 
customer continued to pay the undisputed portion of her bills, but the WSP ultimately suspended her 
services for non-payment in July 2014 without notifying the customer and without fully resolving the 
billing dispute. The customer complained to us. 
Investigation: We reviewed the customer’s invoices and found that her account had been past due 
from October 2013 to July 2014, and most of the bills included charges that she disputed. We found 
that the customer routinely called her WSP to dispute various charges and she paid the undisputed 
portion of her bills.   
Conclusion: We confirmed that the WSP had breached section I.3 of the Code because it had no 
basis to disconnect the customer’s service since:  
1) the customer had disputed the reasons for the WSP’s service disconnection;  
2) the customer had paid the amount due for the undisputed portion of her charges; and 
3) the service provider had no reasonable grounds to believe that the purpose of the customer’s 

dispute was to evade or delay payment.  
 
 
J. Expiration of prepaid cards 
 
J.1 General  
(i) A service provider must keep open the accounts of customers with 
prepaid cards for at least seven calendar days following the expiration of an 
activated card, at no charge, to give the customer more time to “top up” their 
account and retain their prepaid balance. 
 
Annotation: Time limits on prepaid cards are still appropriate 
Context: When creating the Code, the CRTC decided that WSPs may continue to keep time limits on 
prepaid calling cards (i.e. expiry dates on prepaid wireless service cards are not prohibited). 
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Issue: Some consumer groups have questioned the seven-day time limit on prepaid cards. 
Specifically, these groups have argued that the time limits on prepaid cards are inappropriate 
because: 
1) WSPs do not inform customers about time limits; rather, WSPs focus on informing the customer 

about usage limits; 
2) Customers risk losing any remaining usage balances when the time limit expires; and 
3) Prepaid cards function similarly to gift cards or prepaid purchase cards, so prepaid cards should 

be treated consistently with how provincial legislation treats these other, similar cards. 
Our Comments: In Telecom Decision 2014-101, the CRTC confirmed Section J of the Code. In 
particular, the CRTC referred to Telecom Regulatory Policy 2013-271 and explained that time limits 
on prepaid cards: 
1) would not impose a significant burden on WSPs (to inform customers about the time limits 

associated with prepaid cards); 
2) would provide customers with greater clarity regarding prepaid service billing and policies; 
3) would balance consumer interests with current market realities; and 
4) would provide more flexibility for those who use prepaid cards frequently. 
 
In that decision, the CRTC also explained: 
349. The Commission considers that the evidence on the record of the proceeding does not support 

consumers’ request for WSPs to carry over their prepaid unused minutes indefinitely. In this 
regard, the Commission notes that wireless services, including prepaid card services, 
provide access to the network for a specific period of time with specific usage limitations 
that are distinct for each aspect of the service. The Commission considers that imposing a 
requirement that services be provided beyond the limitations set out in the service 
agreement would not be appropriate. 

       [Bolding by CCTS for emphasis.] 
 
In Telecom Decision 2014-101, the CRTC confirmed that these reasons are still valid, and that the 
seven-day time limit on prepaid cards is still appropriate since customers know that they are paying 
for wireless services for a specific time period with specific usage limits.  

 

The Wireless Code – Definitions 
 

Canadian Radio-television 
and Telecommunications 
Commission (CRTC) 

A public organization that regulates and 
supervises the Canadian broadcasting and 
telecommunications systems to ensure that 
Canadians have access to a world-class 
communication system. 
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Commissioner for  
Complaints for 
Telecommunications 
Services Inc. (CCTS) 

An independent organization dedicated to 
working with customers and their 
telecommunications service providers to 
resolve complaints relating to their 
telecommunications services. The CCTS (i) 
responds to and resolves complaints from 
customers in order to ensure that they are 
treated in a way that is consistent with the 
Wireless Code; and (ii) collects data on 
complaints related to the Wireless Code. 
This data will be published on the CCTS’s 
website at www.ccts-cprst.ca. 

Commitment period 

The term or duration of the contract. For 
fixed-term contracts, the commitment 
period is the entire duration of the contract. 
For indeterminate contracts, the 
commitment period is the current month or 
billing cycle. 

Contract and  
written contract 

A contract is a binding agreement between 
a service provider and a customer to 
provide wireless services. 
 
A written contract is a written instrument 
that expresses the content of the contract. 

Customers Individuals or small businesses subscribing 
to retail mobile wireless services. 

Device subsidy 

The difference between (i) the lesser of the 
manufacturer’s suggested retail price of a 
device or the price set for the device when 
it is purchased from the service provider 
without a contract; and (ii) the amount a 
customer paid for the device when they 
agreed to the contract. 

Disconnection The termination of wireless services by a 
service provider. 
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Early cancellation fee 
A fee that may be applied when a 
customer’s service is cancelled before the 
end of the commitment period. 

Fair (or acceptable)  
use policy 

A policy that explains what is considered to 
be unacceptable use of the service 
provider’s wireless services and the 
consequences of unacceptable use (e.g. 
using the service to engage in an activity 
that constitutes a criminal offence). 
Violations of a fair or acceptable use policy 
may result in (i) disconnection or service 
suspension; or (ii) a modification of the 
services available to the customer. 

Fixed-term contracts Contracts that have a set duration (usually 
one, two, or three years). 

Indeterminate contracts 
Indeterminate contracts do not have a set 
duration. They automatically renew each 
month. 

Key contract terms and 
conditions 

The elements of the contract that the 
service provider cannot change without the 
customer’s express consent. Key contract 
terms and conditions are listed in 
section B.1(iv) a-e of the Code. 

Locked device 
A wireless device that is programmed to 
work only with the network of the service 
provider that sold the device to the 
customer. 

Minimum monthly charge  

The minimum amount that customers will 
have to pay for wireless services each 
month if they do not use optional services 
or incur any additional fees or overage 
charges. This charge may be subject to 
taxes, as set out in the contract. 

Mobile premium services  
(or premium text  
messaging services) 

Text message services that customers may 
subscribe to for an additional charge, 
usually on a per-message basis. 
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Optional services 
Services that a customer can choose to add 
to their wireless plan, usually for an 
additional charge, such as caller ID or call 
forwarding. 

Overage charge A charge for exceeding an established limit 
on the use of a service. 

Pay-per-use services 
Services that a customer can choose to add 
to their wireless plan, such as international 
roaming, which are typically measured and 
charged on a usage basis. 

Permanent copy 
An inalterable copy (e.g. a paper copy or 
PDF version) of the contract, as of the date 
of signing or the date of the latest 
amendment. 

Postpaid services Wireless services that are paid for after 
use, usually upon receipt of a monthly bill. 

Prepaid services 
Wireless services that are purchased in 
advance of use, such as the use of prepaid 
cards and pay-as-you-go services. 

Privacy policy A policy that explains how service providers 
will handle customers’ personal information. 

Related documents 

Any documents referred to in the contract 
that affect the customer’s use of the service 
provider’s services. Related documents 
include, but are not limited to, privacy 
policies and fair use policies. 

Roaming The use of wireless services outside the 
service provider’s network area. 

Service coverage maps 
An illustration of the extent of the service 
provider’s network, showing where 
coverage is available. 

Service provider A provider of retail mobile wireless voice 
and data services. 
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Subsidized device 

A wireless device that is sold to a customer 
by a service provider at a reduced price as 
part of a contract. A wireless device that is 
(i) purchased by the customer at full price; 
or (ii) not purchased as part of the contract 
is not a subsidized device. 

Suspension (of a  
customer’s service) 

A temporary halt in wireless service that 
can result from a lack of payment or hitting 
a pre-determined spending or usage limit. 
The customer’s account and contract 
remain in force during service suspension. 

Unlimited services The unlimited use of specific services (e.g. 
unlimited local calling), for a fixed price. 

Wireless services Retail mobile wireless voice and data 
services. 
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Contractual Treatment of Data Component in Wireless Service Contracts 

 

In the pages that follow CCTS provides the Commission with five samples of contracts 
(appendices 3(a) to 3(f)), demonstrating the various different ways in which service providers 
are treating data in wireless services contracts.   

Appendix 3(a): A wireless contract that identifies the data component as a “promotion” to the 
service 

Appendix 3(b): A wireless contract that identifies the data component as an “option” 

Appendix 3(c): A wireless contract that identifies the data component as “optional service” 

Appendix 3(d): A wireless contract that lists nothing under key contract terms and includes 
everything, including voice, as an add-on 

Appendix 3(e): A wireless contract that doesn’t actually identify the details of the data 
component at all 

Appendix 3(f): Screenshots from a customer’s online ordering process, permanent copy of the 
contract, and online account, all describing the data component of the wireless plan differently 

 

 

 



Effective: 10/05/2015

YOUR INFORMATION:

YOUR RATE PLAN DETAILS:

If you exceed the usage allowed in your rate plan or change rate plans, additional usage charges may apply. Additional usage charges may 
change over time. See  for current charges.

CRITICAL INFORMATION SUMMARY

Date:  July 07, 2015
Activity:  Rate plan change

Company Name:  
User Name:  
Customer ID:  

(14-digit number for online/telebanking)
Account Number:  
Mobile Number:  
Default Voicemail Password:  
Email:  
Address:

Monthly Payment Method:  Monthly Bill

Manage your account with 
View your usage, make payments, add features and 
more. Register online at 

Download the 

YOUR DEVICE DETAILS:
Model:  LTE APP 5S 16GB G DEALER
SIM Number:  
IMEI/ESN/MEID:  

Commitment Period:  24 Months
Start Date:  April 19, 2015
End Date:  April 18, 2017

Your service will continue month-to-month after this end date.

Device Unlocking Fee: $50
If your account carries a security deposit or is subject to a 
credit limit, the unlocking fee is $150. Refer to 

 for complete details.

Early Cancellation Fee:
To cancel early, you will have to pay the remaining 
device balance at the time of cancellation.
Your Remaining Device Balance:  $517.13
Monthly Reduction of Device Balance:  $24.62 /month
$0 Device Balance Reached:  March 19, 2017

Plan:  SB Nationwide Plus 60 Shr-24M Minimum Monthly Charge:  $60.00

• Unlimited anytime nationwide minutes
• Call Waiting, Conference Calling

• Unltd sent& recvd txt,pic&vid msgs - Can
• Call Display & Message Centre

We're here to help. If you have any questions about your  service, you can access your 
account information anytime at , or on your device with the  
Self serve app, or call  Mon.-Fri., 8 a.m. to 9 p.m. and weekends, 9 a.m. 
to 6 p.m.
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YOUR RATE PLAN ADD-ONS:

If you exceed the usage allowed in your add-ons, additional usage charges may apply. Additional usage charges may change over time. See 
 for current charges.

YOUR PROMOTIONS:
•
•

Promotional discount(s) will appear on your bill(s). If you exceed the usage allowed in your promotions, additional usage charges may apply. 
Additional usage charges may change over time. See  for current charges.

OTHER CHARGES:
•

(Taxes and additional usage charges are extra.)

ONE-TIME CHARGES:
•

This charge is a proration of your new minimum monthly charge for the  12 days between the date you changed your plan and your next bill 
date July 19, 2015.

THE CRTC

CRTC stands for Canadian Radio-television and Telecommunications Commission. They have created a Wireless Code that 
applies to your service, which you can find at crtc.gc.ca/wirelesscode.  is committed to ensuring that you know your 
rights and if you have a concern, please contact us at . If we are unable to resolve your issue to your 
satisfaction, you can reach the Commissioner of Complaints for Telecommunications Services at 1 888 221-1687.

• Per minute billing $0.00 • Restrict outgoing int'l oper $0.00

Mobile TV Promotion $0.00
3GB of Shareable Data $30.00

 Government 911 fee $0.44

TOTAL MONTHLY CHARGE: $90.44

Partial Monthly Plan Charge $90.44
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Confirming your communication preferences. At , we use a number of ways to keep our customers informed of ways to 
save, new product releases and other useful information. You can manage your communication preferences as set out 
below.

For additional information, see  Commitment to Privacy at the end of this Agreement or contact 
.

Confirming your Agreement delivery preference. Your  Agreement (and related documents) will be sent to your 
confirmed email address of record for your account if you agree. You are responsible for any technical or other resources 
(including Adobe Reader software) required to access and print these documents. Unless you notify us within 48 hours of 
completing your transaction, we will assume you have received your documents. Remember that there is no guarantee 
that electronic delivery is reliable, private or secure. A copy of your Agreement (and related documents) is always 
available at .

Credit Information.  You agree to  collecting information about your credit history from another , 
credit grantor or credit reporting agency from time to time. may also maintain and use credit history 
information to activate your service and assist in collecting amounts owed by you, and disclose your credit history with 

 to other grantors and credit reporting agencies periodically.

Our Agreement:  You agree (a)  you have read and understood the Critical Information Summary and attached Terms of 
Service and any attached Disclosure Statement and/or Preauthorized Debit Authorization (together called our 
"Agreement"); (b) you are bound by all terms and conditions contained in your Agreement; and (c) you are responsible for 
and will pay all charges incurred in accordance with the Agreement, including charges incurred by others using your 
services or device.

OUR AGREEMENT

(a) Electronic communications:  You agree that
 and their affiliates and third-party marketing partners may send you commercial electronic messages about 

their products and services. You can either decline such communications or unsubscribe at any time at 
. You will continue to receive service-related messages even if you choose not to 

receive marketing communications.

(b) Telemarketing and automatic dialers:  By providing us with your preferred telephone or mobile number(s), you agree
that  may contact you at the number(s) provided and inform you of new promotions. You can either
decline such telemarketing communications or unsubscribe at any time by calling .

Customer's Signature Sales Consultant's Initials

Get to know your device.  Return Policy

Check out our step-by-step video 
tutorials and user guides at 

.

If you purchase a device from  which does not meet your needs, you 
may return it, if the device:

Device must be returned with original receipt to the store of purchase or to 
the address specified for returns if you purchased online or by phone. SIM 
Cards are not returnable once the packaging has been opened or the SIM 
Card is activated.
If you are a person with a disability, you may return your device within 30
calendar days of the commitment start date with up to double the usage 
indicated above.

(a) is returned within 15 calendar days of the commitment start date;
(b) is in "near new" condition with the original packaging, manuals and

accessories; and
(c) has not exceeded 30 minutes of voice usage or 50 MB of data usage.
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TERMS OF SERVICE

The agreement between you (“Customer” or “you”) and  or “we”) includes the following 
documents, as they may apply to you:

• a summary setting out critical information about what you are signing up for (“Critical Information Summary”);

• an agreement page so you can signify your agreement to our terms (“Our Agreement Page”); and

• the actual terms of service spelling out your, and our, obligations (including the schedules attached) (“Terms of Service” and
“Schedules”)

(together the “Agreement”).

You should review the entire Agreement. All of the parts are important and together create a legal contract that applies to you 
once you have accepted it.  relies upon your promise that you have reached the legal age of majority in your province or 
territory of residence and are authorized to enter into this Agreement. If you are a small business, then you and the individual 
user of the Services and the Device (defined below) are jointly responsible for all obligations in this Agreement, both individually 
and together. To help you to understand your rights and obligations under this Agreement, these Terms of Service are written in a 
question and answer format. At the end of these Terms of Service you’ll find ’s contact information.

1. What is covered by this Agreement? This Agreement is for “  Services” or “Services” (as they will be called in this Agreement),
whether prepaid (“Prepaid”) or postpaid (“Postpaid”), which include any wireless telecommunications services provided by
or through , including voice, text, data (including content) or other services, and account administration (for 
example, account changes and Customer support). This Agreement also applies to any wireless device (“Device”) to be used 
with the Services. Only  issued subscriber identity module cards (“SIM Cards”), which are required to connect your Device 
to  networks, can be activated on  networks.

2. How do I accept this Agreement? You (a) sign the signature page of this Agreement; (b) click “I Agree” or perform any other
form of electronic acceptance; (c) agree verbally to enter into this Agreement; or (d) activate or use the  Services.

Your Communication Preferences

3. How does  market products and services to me? At  we use a number of ways to keep our customers informed of
ways to save, new product releases and other useful information. You can manage your communication preferences
as set out below.

(a) Electronic communications: You agree that
 and their affiliates and third party marketing partners may send you commercial electronic messages

about their products and services. You can either decline such communications or unsubscribe at any time at
. You will continue to receive service-related messages even if you choose

not to receive marketing communications.

(b) Telemarketing and automatic dialers: By providing us with your preferred telephone or mobile number(s), you
agree that  may contact you at the number(s) provided and inform you of new promotions. You can
either decline such telemarketing communications or unsubscribe at any time by calling .

(c) Relevant information:  strives to provide you with information that you will find relevant. You agree that  may
use certain information about your account (such as device or equipment type, postal code and language
preferences) and network usage to make some of the communications you receive and the ads you see on
the devices and equipment used to access our networks more relevant to you. The information collected may
include: for mobile, Internet and/or home phone services, information such as web pages visited, apps used,
geographic location and calling patterns and for TV services, information such as programs viewed. Any ads you 
see will be random if you decline to participate in relevant advertising. You can withdraw your participation at
any time at .

For additional information, see ’s Commitment to Privacy at the end of this Agreement or contact us at the 
.
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Availability of Your Service and 9-1-1 Limitations

4. Where are the Services available? Visit  for our latest service coverage areas and maps. Note that  and 
our roaming partners may, without notice, change networks or geographical coverage areas (both in and out of Canada) 
and remember that  isn’t liable for any loss you or anyone else may suffer as a result of any disruptions or outages to the 
Services, or as a result of any changes to the networks or geographical coverage areas (both in and out of Canada).

5. What speed can I expect from the Services? As fast as our technology and ability allow.  doesn’t guarantee the Services 
will achieve peak speeds (even if you pay extra to get higher peak speeds).  may deliver your Services from its different 
networks (including mobile networks and WiFi networks) in order to facilitate optimal network performance. If you violate ’s 
Responsible Use of  Services policy (“Responsible Use Policy”) in Schedule B, then  may reduce your speed for network 
management purposes. If you’d like, you can review the Responsible Use Policy for greater detail.

6. Is 9-1-1 always available? No.  provides 9-1-1 emergency call routing Service (“9-1-1 Service”), which may not always work 
for a variety of reasons. Also, 9-1-1 Service does not work with all Devices: data-only Devices like tablets, modems and turbo 
sticks/hubs can’t be used to call or access 9-1-1. While  provides emergency call routing when the 9-1-1 Service is available 
and the Device is capable, it is local government that provides the 9-1-1 emergency response services. If you live in an area 
where 9-1-1 emergency response services are not available, then your call may not be routed to a live operator. Contact 
your local government for additional information. For an explanation about enhanced mobile emergency call routing such as 
e-9-1-1 Service and information about where e-9-1-1 Service might be available, please visit .  is not responsible 
for any inability to access 9-1-1 Service, to the extent permitted by applicable law.

Managing Your Account

7. What is the length of my commitment? Month-to-month (“Month-to-Month Term”), unless you and  agree to a different 
commitment period (“Commitment Period”). If you agreed to a Commitment Period of 12 months or longer,  will notify 
you 90 calendar days prior to the expiry of your Commitment Period. To ensure continuity after your end date, this Agreement 
will continue to apply and  will continue to provide you with  Services on an ongoing Month-to-Month Term, unless you 
cancel your Agreement as provided in Section 54 or the Rate Plan (defined below) you subscribe to is no longer available.

8. What is the difference between a Rate Plan, an Add-on and Pay-Per-Use Services?  provides you with a variety of subscription 
options when ordering  Services. You can subscribe to a pre-defined bundle of Services (your “Rate Plan”), add features 
(not within the bundle) that interest you (an “Add-on”), and have the additional option of using and paying for certain Services 
as-needed (“Pay-Per-Use”). The amount you must pay for any use of the Services (your “Charges”) will vary depending on 
the combination of Services you select. Any usage over and above that which is included in your Rate Plan or Add-on is 
additional usage (“Additional Usage”) and will be charged in accordance with Section 9. Remember that you are responsible 
for choosing the combination of Services that is most appropriate to your needs.

9. What happens if I exceed the usage limits of my Rate Plan or Add-on? You will pay extra for that. Additional Usage will be 
charged to you at the Pay-Per-Use rate (visit ), unless your Rate Plan or selected Add-ons specify a different 
rate, which may change over time in accordance with Section 52.

10. Will I have to pay any fees in addition to the Charges described above? There may indeed be cases where additional fees (“Fees”) 
apply, for example, if a customer service representative completes a transaction on your behalf. Visit  
for additional information. Fees are usually charged separately from your Rate Plan and may change from time to time in 
accordance with Section 52.

11. How does  help me to manage my account and Charges? You can review your account and your voice, text and data 
usage online through , or by downloading the  Self serve App to your Device. You can update account 
information, add Add-ons to your account, view your Rate Plan details, and monitor and manage your monthly activity to 
ensure your usage remains within your Rate Plan or Add-on limits through your Self serve profile.

12. How does  calculate my usage Charges? It depends on the Service being used.

(a) Voice: Both local and long distance calls are rounded up to the nearest minute, unless otherwise stated. Time begins when 
you initiate a call (for example, by pressing “Send”) or, for calls you receive, from the moment the call request connects to 

’s network (which may be before the Device rings) until the time the activity is disconnected (for example, by pressing 
“End”). If you call a phone number outside of your local coverage area or if you receive a phone call when outside your 
local coverage area you may be charged for long distance Services. Airtime and long distance Charges also apply to 
call forwarding. For an explanation of local and long distance coverage areas, visit .
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(b) Text:  counts your incoming and outgoing text messages. Long text messages may be broken up into smaller segments, 
in which case you will be charged per segment. There may be circumstances where your Device is inactive and incoming 
text messages are received by ’s networks but cannot be delivered to your Device. Applicable text Charges continue 
to apply and you will be billed for those text messages even if you do not immediately receive them. Interactive text 
messages (also known as premium short code messages) are billed outside of normal text message Charges and 
additional Fees apply. Premium short code messages can be stopped by replying to a message with the word STOP. Visit 

 for further information or to block premium short code messages.

(c) Data: Data usage is rounded up to the nearest kilobyte, unless otherwise stated (for example, Mobile TV). Applicable data 
Charges apply from the moment a data transmission starts and are measured by the data sent and received by ’s 
networks in connection with such transmission, whether or not the data request is successfully completed. This means that 
usage details that you see on your account may be greater than the data actually received by your Device in connection 
with the Services. Certain Rate Plans or Add-ons that include data may apply to on-Device transmissions only – so if you 
use your Device as a modem or tether, then you may be charged Pay-Per-Use Charges for data Services.  will notify 
you (or other subscribers on your account) at or before you (or they) reach Additional Usage Charges for data of $50 per 
subscriber on your account, per billing cycle. If you (or they) wish to continue to incur Additional Usage Charges after this 
notice, then you (or they) will be given the opportunity to expressly consent to continued Additional Usage Charges. If you 
(or they) do not expressly consent to such Additional Usage Charges, then your (or their) ability to access data Services 
will be suspended. You will also receive notice if your access to data Services is restricted or suspended due to a credit 
limit or past due amounts.

(d) Roaming: You’re “roaming” whenever your Device has to use another wireless service provider’s network to send or 
receive voice, text or data transmissions. Roaming can occur in Canada or internationally. Depending on your Rate Plan, 
international roaming rates may be significantly higher. Your Device will not be able to roam internationally unless you ask 

 to enable this function and  agrees to do so. Certain Rate Plans do not include international roaming and some 
Devices are unable to roam internationally. If you enable this function and enter an international roaming area, you will 
be advised that you are roaming internationally and be provided with details on your roaming rate Charges. For current 
roaming rate Charges, visit .  will notify you (or subscribers on your account) once you (or they) reach 
Additional Usage Charges for international data roaming of $100 per subscriber on your account per billing cycle. If you 
(or they) continue to incur Additional Usage Charges after this notice, then you (or they) will be given the opportunity to 
expressly consent to continued Additional Usage Charges. If you (they) do not expressly consent to such Additional Usage 
Charges, then your (or their) ability to send or receive data transmissions while roaming will be suspended. You will also 
receive notice if your data roaming is restricted or suspended due to a credit limit or past due amounts.

Rounding practices for U.S. and international voice and data roaming may vary depending on how the wireless service 
provider permitting you to access their network calculates usage.

13. Can I change my Rate Plan after I agree to a Commitment Period?  may restrict Rate Plan changes, or require that you pay 
a Cancellation Fee (as described in Section 55).

14. What if I move during my Commitment Period? Certain Rate Plans are only available in certain locations. If you move to a 
different location than the one indicated on your account and wish to continue your  Services, you may need to change 
your Rate Plan (see Section 13) and/or your mobile number. Visit  as additional Fees may apply.

15. Can I share my Rate Plan with family and friends? Certain Rate Plans can be shared (check the Rate Plan details), but there are 
some things you should consider. If you share a plan with others (“Share Plan”), your Services are pooled and made available 
on a first-come, first-served basis each monthly billing cycle among the subscribers on the account. In other words, you might 
not receive the full allowance of Services in your Rate Plan in any monthly billing cycle if the included allowance is used up 
by other subscribers first. Some Services in a Share Plan can’t be shared, and some Services cannot be blocked from other 
subscribers. A Share Plan requires at least two Devices on two separate plans designated as sharable.

16. Does my Rate Plan include a system access fee and/or $0.75 9-1-1 Service Fee? System access fees (“SAF”) and 9-1-1 Service 
Fees apply only to certain Rate Plans and are charged as part of the consideration for  providing Services to you. Unlike the 
Government 9-1-1 Fees described in Section 43, they are not required by nor collected for any government. If you wish (and 
subject to Section 13), you may select one of ’s current Rate Plans that do not charge SAF or 9-1-1 Service Fees.

17. Do I own the mobile number that  assigns me? No. You do not own or acquire any right in any assigned mobile number or 
identifier for  Services (e.g. IP address, email address,web space URL, host name, Internet fax).  may, at any time and 
without liability, change or withdraw any number or identifier assigned to you. Your mobile number may be automatically 
transmitted to the person you call, other carriers or to us. You can block this display either permanently or on a per-call basis at 
any time in accordance with the instructions posted from time to time on .

18. Can I keep my mobile number?

(a) Transfers to   will ask your existing service provider to “transfer-in” or “port-in” your existing mobile number if you: 
(i) confirm that you have the right to make the request; (ii) authorize  to share with your existing service provider your 
information relevant to the transfer request (which may include personal information); and (iii) complete and sign any 
required request form. You are responsible for payment of fees and taxes owed to your existing service provider.
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(b) Transfers from  If you or your new service provider ask us to, and your assigned account and mobile number are 
active,  will process a “transfer-out” or “port-out” request for your mobile number to your new service provider. You are 
responsible for all Charges, Fees and taxes associated with the transfer from  including any applicable Cancellation 
Fee and unpaid account balances. Please refer to Section 54 to understand how to end your Agreement.

 is not responsible for any interruption, disruption or disconnection of any services associated with the mobile number which 
is the subject of a transfer request. A “transfer” of a mobile number does not include the transfer of any associated services 
(including voicemails), or devices.

19. Who is responsible for protecting my account and Device? You are responsible for the protection of your account(s) and 
password(s) and for all use of your account, the  Services and your Device by yourself and any other users (authorized or 
not). You are responsible to back up and safeguard your data, including your text, email and voicemail messages.  may 
also require that you take proactive measures to protect your Device (such as, for example, updating software).  may 
delete your data and reset your Device to factory settings in certain circumstances.

20. How does  help to ensure responsible use of  Services?  works hard to ensure the continuous, efficient operation 
of the  Services and enforces the rules contained in the Responsible Use Policy.  requires your compliance with the 
Responsible Use Policy and all applicable laws when using the  Services, including your safe use of Devices and specifically, 
your use of handsfree capabilities during situations when you might be distracted (such as driving, biking or walking with 
your Device). Not all Services work with all Devices -- it is your responsibility to ensure that your chosen Device is able to fulfill 
your requirements, including that it is compatible with connecting technologies if you need handsfree or similar capabilities. 

 may, but is not required to, monitor (electronically or otherwise) or investigate your use of  Services and networks, 
including Device location, network consumption, use of Programming (as defined in Section 23) or your content.  may 
disclose any information necessary to satisfy any law, regulation, governmental or other lawful request from any applicable 
jurisdiction or as necessary to operate and optimize  Services and to protect itself or others and ensure Services are not 
being used contrary to the Responsible Use Policy.

Content

21. Am I responsible for content that I provide in connection with  Services? Yes. It is your responsibility to ensure that you 
have the rights to any content you post, upload, store, transmit or communicate to others using the  Services, including 
data, documents, videos, music, photos, etc.  is not liable for the unauthorized use or distribution of this content (including 
third-party content).

22. Can  use my content? Only as required to provide the  Services. In providing the Services,  may need to use, copy, 
adapt, transmit, display, publish and perform, distribute and create compilations and derivative works from your content. By 
agreeing to receive the Services, you agree to waive your moral rights and you authorize  to perform these activities in 
relation to your content anywhere in the world. You acknowledge that  may store your content so you can access it, but 
that if you fail to access such content within a certain period of time (as determined by ), or if the applicable Service is 
modified or terminated,  may delete it without notice to you.

23. What content does  provide?  provides content as part of certain  Services, including programming packages and 
subscriptions, pay-per-view, on-demand and interactive services, applications, a la carte programming and any other related 
Services that  provides to you (“Programming”).

24. Is the Programming I subscribe to always available? No. All Programming is provided on a “subject to availability” basis and is 
subject to change.  will not refund Charges or credit you for any blackout period or temporary interruptions.

25. Can I redistribute the Programming I subscribe to? No. Programming may not be redistributed, rebroadcast, transmitted or 
performed in any form, and no admission may be charged or any other consideration received by or for your benefit from any 
third party in return for allowing such third party to listen to or view any Programming provided by or through 

Your Device

26. What happens if I want to upgrade my Device? You can always login to your Self serve profile on  to see if you are 
eligible for a Device upgrade. You will be required to enter into a new Agreement with  at the time of the Device upgrade. 
Early upgrade Fees may apply. Discounted Device upgrade offers are made available in ’s sole discretion, and may be 
withdrawn at any time.

27. What happens to my content if I upgrade, trade in or replace my Device? If you plan to stop using your Device, it is your 
responsibility to delete any personal information and content it contains. To do so, you must reset the Device to factory settings. 
Visit  to find out how. If you upgrade or replace your Device, your content may not be transferable. If your 
content is important to you, then ask whether the content can be transferred.
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28. How does  install required updates on my Device? When you accept this Agreement, you agree to  updating the 
software, features and settings on your Device and/or SIM Card wirelessly as necessary, without additional notice, and you 
agree that these updates may be required in order to continue receiving the Services.

29. Can I unlock my Device and is there a Fee? When you purchase a Device from  it will be locked and can only be used on 
the  network. If your Device was provided at a discount as part of this Agreement and your account is in good standing 
and your Device is eligible, you can unlock your Device after a minimum of 90 calendar days, if you pay an unlocking Fee 
(plus applicable taxes) of $50, or $150 if your account carries a security deposit or is subject to a credit limit. If your Device 
was purchased from  at full retail price or you brought your own Device (originally purchased from ), your Device can 
be unlocked upon request and payment of an unlocking Fee of $50, plus applicable taxes. If your account is past due, your 
Device will not be unlocked until your account balance is paid in full using a credit card. Visit  for details.

30. What is ’s return policy? If you purchase a Device from  which does not meet your needs, you may return your Device (up 
to 2 Devices per subscriber) if the Device: (a) is returned within 15 calendar days of the start date; (b) is in “near new” condition 
with the original packaging, manuals and accessories; and (c) has not exceeded 30 minutes of voice usage or 50 MB of data 
usage. SIM Cards are not returnable once the packaging has been opened or the SIM Card is activated. If you are a person 
with a disability, your Device may be returned in “near new” condition with the original packaging, manuals and accessories 
within 30 calendar days of the start date and double the corresponding permitted usage set out above.

31. What happens if my Device is lost or stolen? As soon as you let us know that your Device has been lost or stolen, we can suspend 
your Service. If you report your Device as lost or stolen, and  has not been notified of its return within a specified time period, 
then the Device may be permanently disabled. Remember that this Agreement continues to apply even after you have 
reported your Device lost or stolen. What happens with your Charges or account balance depends on whether your Services 
with  are on a Postpaid or Prepaid Rate Plan, as set out below:

(a) Postpaid: You must pay (i) all Charges and Fees, plus applicable taxes, incurred up until such time as we receive your 
notice that the Device was lost or stolen; and (ii) either your minimum monthly Rate Plan Charge (if you continue this 
Agreement) or the applicable Cancellation Fee (if you cancel this Agreement).

(b) Prepaid: In order to ensure that your future Prepaid funds are not compromised, we will suspend your recurring Charges 
and any automatic Top Up program that you participate in (as defined in Section 36) once you notify us that your Device 
was lost or stolen. However, the Active Period (as defined in Section 36) applicable to your existing Prepaid funds continues 
to run when the Device is lost or stolen. Accordingly, you must continue to manually Top Up your Prepaid account within 
7 calendar days of the end of the active period applicable to the Prepaid funds in your account to maintain your existing 
Prepaid account balance.

32. What happens if my Device doesn’t work? Check your Device manual for troubleshooting tips that might help you solve 
the problem. You will also find troubleshooting information on our website at . See Section 49 if your Device is 
covered by a manufacturer’s warranty and needs to be repaired. If you give your Device to  for repair, you are responsible 
for backing up any personal information and content contained on the Device which you want to preserve and then deleting 
it (by resetting your Device to factory settings) prior to giving your Device to . Visit  to find out how.

33. Will I receive a loaner Device while my Device is being repaired? If the Device was purchased as part of this Agreement and 
either the Device is within the manufacturer’s warranty period or you subscribe to ’s Smart/Phone Care Plan, you will be 
provided with a loaner device (along with related accessories) (“Loaner Device”) for free, if we have one available. If  is 
unable to provide you with a Loaner Device and you would otherwise have to pay a Cancellation Fee to avoid paying for 
Services during this time, then your Services will be suspended and you will not be charged for your Services while your Device 
is being repaired. If your Device is being repaired by  and it is not covered by the manufacturer’s warranty or ’s Smart/
Phone Care Plan, then you may be charged a Fee plus applicable taxes for the Loaner Device.

34. What do I do with my Loaner Device once my Device is repaired? Simply return it to the retail store location specified by 
 within 5 business days of receiving your repaired Device, unless instructed otherwise by . Please remember that you 

must delete any personal information and content the Device contains (by resetting it to factory settings) prior to returning the 
Device to .

35. What if I lose, damage or fail to return the Loaner Device? You’re responsible for the Loaner Device. If you don’t return the 
Loaner Device in good working order and without visible defects or damage, then you may be charged a Fee to replace 
the Loaner Device, as set out at  without further notice. This Fee may be paid either in-store or, in some 
circumstances, applied to your account.

Billing and Payment

36. How does  bill me for  Services? Your billing arrangement depends on whether we are providing you with Prepaid or 
Postpaid Services. You must pay all Charges, plus applicable Fees and taxes.
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(a) Postpaid: If we are providing you with Postpaid Services, you will be billed monthly in advance. Your account will be 
assigned a billing date (“Billing Date”). On your first bill there will be Charges for any Services which were provided 
between your start date and Billing Date, so the total monthly Charges on your first bill may be different from the amount 
shown on your Critical Information Summary. Your bill will include Charges for your Rate Plan, your Add-ons and your 
Pay-Per-Use Services, Additional Usage Charges and any additional Fees, plus applicable taxes. Your bill is payable on 
receipt. Make sure you pay on time because all amounts owing which are not paid by you or received by  by your next 
Billing Date are overdue and you will be charged and must pay interest at the rate of 3% per month (42.586% per year) 
(“Late Payment Charges”) on all overdue amounts calculated and compounded monthly from the Billing Date. Recurring 
Charges billed in advance will not be refunded upon the cancellation of your Agreement.

(b) Prepaid: If we are providing you with Prepaid Services, you will not receive a monthly bill. You must maintain a positive 
balance of funds in your Prepaid account in order to use the Services. To add funds to your account, you must “Top Up”. 
Taxes are extra. Prepaid funds are valid for a specified number of days starting from the time on the day they are added 
to your account (“Active Period”). Unused funds will expire at the end of the Active Period. Expired Prepaid funds will be 
restored if you Top Up your account within 7 calendar days of their expiry. If you Top Up your account before your existing 
Prepaid funds expire (or are used up), then your Top Up will be added to your existing Prepaid funds and the Active Period 
for the Top Up will apply to the combined amount of Prepaid funds. Prepaid funds are non-refundable. Any Prepaid funds 
which are added to your account on a promotional basis will have an Active Period of 30 calendar days unless otherwise 
stated and are not restored or extended by Top Up. Any included but unused minutes, text messages or data in Prepaid 
Rate Plans or Add-ons will not carry over beyond the applicable Rate Plan or Add-on period. If you use an automatic 
Top Up program to add funds to your Prepaid account, the funds may take up to 48 hours to be deposited into your 
account. You cannot transfer any funds deposited into your Prepaid account to another account. Visit  
for additional information.

37. How can I pay for  Services? It depends on whether we are providing you with Prepaid or Postpaid Services.  may also 
have specific payment method requirements.

(a) Postpaid: You can pay your bill online through your bank account, by cheque (through the mail) or by credit card, 
unless otherwise advised. You may also set up a pre-authorized payment plan (which may be required to obtain certain 
Services). If you provide a credit card or bank account (or other pre-authorized payment method) to  for your monthly 
payments, you authorize  to charge your credit card or debit/charge your account for all outstanding Charges, 
additional Fees, applicable taxes and account balances due under this Agreement, including any applicable Late 
Payment Charges and Cancellation Fees (as defined in Sections 36 and 55 respectively). You confirm that the credit 
card or bank account from which you have authorized payment is in your name, is valid and has not expired. Your current 
and authorized credit card information appears on your Customer account profile at , and your current 
authorized bank account information is on your Preauthorized Debit Authorization form.  may charge your account a 
Fee plus applicable taxes if your payment is refused by your financial institution for insufficient funds to the extent permitted 
by law. This Fee is to offset costs incurred by .

(b) Prepaid: You have a variety of options to Top Up your Prepaid funds. You can Top Up with your credit card or a prepaid 
card, or participate in a monthly Top Up program with a pre-authorized credit or debit card, or pre-authorize your 
credit card and do one-time Top Ups with your assigned personal identification number. Please visit  for 
additional information.

38. Will  ever require an immediate interim payment? Sure. If we notice usage inconsistent with your normal usage pattern, for 
example,  may require you to pay certain amounts owing on an immediate interim basis, and in advance of your next Billing 
Date. If this happens, you must pay these amounts on or before the required payment date to avoid suspension or termination 
of your  Services. If your account is subject to a credit limit, you must ensure your usage Charges and Fees (both billed and 
unbilled) remain below your assigned credit limit to avoid suspension of your Services.

39. How do I correct a payment error? To correct any payment made by you through electronic means (such as Internet or 
telephone banking or ATM machine), you must ask your financial institution to correct the error.

40. Is a consolidated bill available if I subscribe to  Home phone, Internet or TV as well as Mobility Services? By entering into this 
Agreement, you agree to receiving one bill for the  Services and the services of other  companies (known as “OneBill”) 
if and when such consolidated billing is available and if you meet eligibility requirements.

41. What if I have a concern about a Charge or Fee? You have to contact us within 90 days of either the Billing Date (for Postpaid 
Services) or the date the Charges and Fees were incurred (for Prepaid Services) otherwise we assume you accepted them. 
Any Charges or Fees you are questioning will not be considered past due unless  has conducted an investigation and 
concluded that the Charges or Fees are correct and there is no basis for the dispute, or reasonably believes you are using the 
dispute to evade or delay payment. All undisputed portions of the applicable Charges and Fees and applicable taxes must 
be paid by the required payment date. Any undisputed and unpaid amount will be considered past due and you will be 
charged, and must pay, the applicable Late Payment Charge. If you are entitled to a credit from  you confirm that you 
have made no separate claim for a refund for the same amount from a financial institution.  will apply any credits due to 
you from  against future Charges and Fees payable.
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42. How do discounts or promotions work?  will apply any discounts, incentives or promotions to your account while: (a) maintains 
these discounts, incentives, or promotions; and (b) you meet the applicable eligibility requirements (including, maintaining 
your discounted Rate Plan without interruption).  may change any discounts, incentives or promotions and their eligibility 
requirements at any time. Discounts, incentives and promotions may take more than one billing cycle to be applied and appear 
on your bill and will not be applied retroactively.

43. Why does  charge a government 9-1-1 Fee?  does not provide emergency services, but does provide a 9-1-1 Service 
to assist with emergency call routing (as described earlier). In addition to any 9-1-1 Service Fee  may charge you itself for 
providing emergency call routing,  is required to remit mandatory 9-1-1 Fees in accordance with applicable law to some 
provincial or territorial governments for their provision of emergency services (“Government 9-1-1 Fees”). You agree to pay 
any applicable mandatory Government 9-1-1 Fees. Visit  for details. See Section 6 for limitations that apply to ’s 
emergency call routing 9-1-1 Service.

44. Does  require a security deposit?  may require a security deposit and will provide you with the reason for requiring a 
deposit. Deposits will earn simple interest based on a rate of 1% above the Bank of Canada’s Target for the Overnight Rate in 
effect, calculated monthly on the last day of your monthly billing cycle, prorated for any partial month  holds the security 
deposit. When the  Services are cancelled or the conditions justifying the security deposit no longer apply (typically when 
you make six (6) consecutive monthly bill payments in full and on time),  will apply the security deposit and any earned 
interest against any outstanding amount owing, then refund you the balance of the deposit, if any, within 30 calendar days. 
Accounts with multiple subscribers will have the security deposit refunded on the earlier of when all subscribers on the account 
have cancelled Services or after six months from the last subscriber being added to the account and the account remaining 
in good standing. Accounts that have a security deposit requirement are not permitted to participate in ’s OneBill billing 
option (described in Section 40).

45. What if I owe money to another  company? If your account with  
 is in arrears,  Mobility may invoice you for, collect or set off any amounts owed to these  companies.  may 

also refuse to provide you with any  Services.

Your Information

46. How can I be sure that  has accurate contact information for my account? Remember you are responsible for keeping 
the contact and payment information you provide to  for yourself and any authorized users (including name, mailing 
address, email address, telephone number, credit card or bank account information) up to date. Visit  or call 
us to confirm that the information we have on file is correct. If you do not provide a forwarding address you may forfeit any 
outstanding credits or deposits on your account.

47. How does  protect my personal information? Your privacy is important to . ’s commitment to privacy protection is 
found at the end of these Terms of Service for your convenient reference.  protects your personal information in a manner 
consistent with ’s Privacy Policies available at  and applicable laws. By entering into this Agreement, you 
agree that  Mobility may share your information with  

 and their affiliates.

Warranties and Limitation of Liability

48. Are there any warranties on the  Services? To the extent permitted by applicable law,  makes no warranties, 
representations, claims, guarantees or conditions of any nature, express or implied, including fitness for a particular purpose, 
merchantability, title or non-infringement, with respect to any  Services and does not guarantee that communications are 
private or secure.  assumes no liability for any claims, damages, losses or expenses arising out of or otherwise relating to the 
unavailability of any  Services, even where such unavailability occurs after activation of the  Services.

49. Are there any warranties on Devices that I purchase from ? is not the manufacturer of your Device. Your Device purchased 
from  is subject to the manufacturer’s warranty, which is valid typically for one year from the purchase date of your Device 
with your original receipt. Some Devices may have a longer warranty period. Please review the manufacturer’s warranty 
provided with your Device or through the manufacturer’s website to understand what protection it offers and the duration 
of the warranty. Under certain provincial laws, implied warranties as to the quality or fitness for a particular purpose may also 
cover your Device. This would apply if you advised  of the particular purpose for which you will require the Device, you were 
not able to inspect the Device for defects or if the warranty is an industry practice. For repairs to an iPhone Device covered by 
the manufacturer’s warranty, contact  at . For all other Devices covered by the manufacturer’s warranty, 
bring your Device to a designated  store with an assistance centre (visit ). Please visit  
for additional information about warranties. If your Device is not covered by a manufacturer’s warranty or ’s Smart/Phone 
Care Plan,  may, but is not required to, arrange with the manufacturer on your behalf to repair an out-of-warranty Device 
and may charge you Fees plus applicable taxes for such repair Services, which you will be advised of before being charged. 

 disclaims any other representations, warranties, and conditions, express, implied or statutory, except to the extent that this 
disclaimer is expressly prohibited by any law that applies to .
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50. How does  limit its liability? To the extent permitted by applicable law, ’s liability for negligence, breach of contract, tort 
or other causes of action, including fundamental breach, is limited to payment, upon request, for actual and direct damages 
of a maximum amount of the greater of $20 or an amount equal to the Charges payable by you during any Service outage. 
Other than the above-mentioned payment and to the extent permitted by applicable law,  is not responsible to anyone 
for any damages, including direct, indirect, special, consequential, incidental, economic, exemplary or punitive damages. 
This limitation of liability does not apply to damages resulting from physical injuries, death or physical damage to your property 
wholly caused by ’s gross negligence.

51. Are there any circumstances when  has no liability at all? In addition to the circumstances specifically described elsewhere 
in this Agreement where  has already stated it is not responsible for any claims, losses or damages, including Section 50, 

 will not be responsible for any claims related to the distribution of content by you or third parties. More generally,  will 
not be responsible for failing to meet obligations due to causes beyond its reasonable control, including work stoppage, 
labour disputes and strikes, pandemics, war, terrorism, civil insurrection, government decree, failure of the public power grid, 
unlawful acts, your failure to act in accordance with this Agreement, or the act or omission of a telecommunications carrier 
whose network is used in establishing connection to a point which  doesn’t directly serve, acts of nature and all other force 
majeure events

Changes to Your Agreement

52. Can  make changes to this Agreement or the  Services? Yes. By giving you at least 30 calendar days’ prior notice in 
writing,  may change: (a) your Prepaid Services and associated Charges; (b)  Services which are provided to you on 
a Month-to-Month Term (including Add-ons and Pay-Per-Use Services) and associated Charges; and (c) Fees. Such changes 
may include the modification or termination of a Service.  may only change other  Services and their associated 
Charges in accordance with applicable law.  may give you notice of a change by posting it on , by including it on 
your bill, by sending it to you by email or text message, or by any other reasonable method. Subject to ’s right to make these 
changes, no other statements (written or verbal) will change this Agreement.

53. Can I make changes to these Terms of Service? You may not make any changes to these Terms of Service. However, depending 
on the  Service you subscribe to and your Rate Plan details, you may be able to add or remove certain Services, subject to 
Section 13. You will need to check your Service details to see if additional Fees or Charges may apply.

Ending Your Agreement

54. How do I cancel my Services? We’ll be sorry to see you go, but if you need to, you may contact  to cancel some or all 
of your  Services. Cancellation is effective the date  receives your cancellation notice (or the date you request the 
cancellation to take effect) (“Cancellation Date”) and you will be charged and must pay the applicable Charges, Fees and 
taxes up until the Cancellation Date. If you have a credit owed to you for under $10 after your Postpaid account is closed, 
you must contact  to request that a cheque be mailed to you. Credits owed to you on your Postpaid account over $10 will 
be sent to your preferred mailing address automatically. SIM Cards will be deactivated and may not be reactivated. If you 
have a Postpaid account, you must contact your financial institution to cancel any pre-authorized debit and credit card 
authorizations relating to your account. If you have a Prepaid account and use an automatic Top Up program to add funds 
to your account, please contact us to cancel the automatic Top Up.

55. Will I be charged a Cancellation Fee if I cancel my Services? That depends. If you cancel a  Service that is subject to a 
Commitment Period prior to the end date, you must pay  a Cancellation Fee. The Cancellation Fee will be equal to your 
remaining Device balance at the time of cancellation, as determined in accordance with the “Cancellation Fee” section 
shown on your Critical Information Summary (“Cancellation Fee”), plus any applicable taxes. If you have no remaining Device 
balance outstanding and you are on a Month-to-Month Term (or you have a Prepaid account), you will not be charged a 
Cancellation Fee. The Cancellation Fee is not a penalty.

56. Can  disconnect my Services for non-payment?  may disconnect any  Service or terminate this Agreement if: (a) you 
fail to pay an account that is past due, provided the amount owing exceeds $50 or has been past due for more than two 
months; (b) you fail to provide or maintain a reasonable security deposit or alternative as requested by ; or (c) you have 
previously agreed to a deferred payment plan with  and you fail to comply with its terms. If  is about to disconnect 
your Service, you will be provided with a minimum of 14 calendar days notice prior to disconnection, and that notice will let 
you know (i) the reason for the disconnection and amount owing; (ii) the scheduled disconnection date; (iii) information 
on the availability of deferred payment plans; (iv) the amount of the reconnection charge (if applicable); and (v) contact 
information for a  representative who can speak with you about the disconnection.  will attempt to notify you at least 
24 hours in advance of your scheduled disconnection unless repeated attempts to contact you have failed. Disconnection 
will always occur on weekdays between 8 a.m. and 9 p.m. or on weekends between 9 a.m. and 5 p.m. (unless the weekday 
or weekend day precedes a statutory holiday, in which case disconnection may not occur after noon) in your province or 
territory of residence. See Section 41 if you dispute any Fees that are past due.
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57. Are there other circumstances when  may suspend or disconnect my Services? Yes.  can, without notice and for cause, 
suspend, cancel or refuse to provide  Services to you (including blocking numbers or area codes), or disable your Device. 
Cause includes: (a)  would have to incur unanticipated, unaccounted for, unusual or unreasonable expenses to provide 
any  Service (such as certain conference services or adult services or to high-cost areas); (b)  has a reasonable suspicion 
that fraudulent activity has occurred or is likely to occur; (c) If your Prepaid account remains at $0 for 120 calendar days (or 
other applicable period) (note: you will also lose your mobile number and other identifiers); (d) you fail to comply with any 
part of the Agreement, including the Responsible Use Policy; or (e) your use of  Services is not consistent with your ordinary 
usage patterns.

58. Will I be charged a Cancellation Fee if  disconnects my Services? If  cancels your  Services for cause, a Cancellation 
Fee plus applicable taxes will be charged to your account.

59. Do I still have to pay  if my Services are suspended? Unless you are told otherwise (for example, in circumstances set out in 
Section 33), you are responsible to pay for your  Services even while they are suspended. If your  Services are suspended 
and the reason for suspension has not been resolved within 14 calendar days from the suspension date,  may cancel 
your  Services. If you wish to resume your subscription to any  Service, you must pay the applicable (re)connection Fee 
as set by , plus applicable taxes.  is not responsible for notifying any third-party providers of services, merchandise or 
information of the termination of the  Services or this Agreement.

60. Does any part of this Agreement continue after termination of my Services? Yes. The following sections will continue to survive: 
Sections 36-45 (Billing and Payment), Sections 46-47 (Your Information), Sections 48-51 (Warranties and Limitation of Liability), 
this Section 60 and the Our Agreement Page will remain in effect even after the applicable  Service or Agreement has 
been cancelled.

General

61. What if parts of this Agreement become unenforceable? If any part of this Agreement becomes unenforceable, the remaining 
parts will continue to apply to you and . Remember that even if  decides not to enforce any part of this Agreement for 
any period of time, that part still remains valid and  can enforce it in the future.

62. What laws apply to this Agreement?  is federally regulated. This Agreement is governed by the federal laws and regulations 
of Canada, including the Canadian Radio-television and Telecommunications Commission’s Wireless Code of Conduct which 
sets out the basic rights of all wireless customers and can be found at crtc.gc.ca, along with additional helpful information.

63. What if I have a complaint that  hasn’t been able to resolve? If you have a complaint that ’s Customer service department 
(contact information listed below) has been unable to resolve to your satisfaction, you can contact the Commissioner for 
Complaints for Telecommunications Services (CCTS): P.O. Box 81088 Ottawa, Ontario, K1P 1B1. Toll-free: 1 888 221-1687. 
TTY: 1 877 782-2384. Fax: 1 877 782-2924. Email: response@ccts-cprst.ca. CCTS website information is at: ccts-cprst.ca.

64. Can this Agreement be transferred?  may transfer or assign all or part of this Agreement (including any rights in accounts 
receivable) at any time without prior notice or your consent. You may not transfer or assign this Agreement, your account or 
the  Service without ’s prior written consent.

65. Is this Agreement available in alternative formats? Yes. You can request alternative formats through ’s Accessibility Services 
Centre at , via email at , or Monday to Friday in your province/territory of residence 
between 8:30 a.m. and 5 p.m. at  or  and ask for the Accessibility Services Centre. To contact the 
Accessibility Services Centre using a TTY in : , or in : .

66. What if I prefer this Agreement to be in French? You are receiving this Agreement in English because you requested a copy in 
English. Vous avez demandé que cette entente ainsi que tous les documents en faisant partie soient rédigés dans la langue 
anglaise mais si vous souhaitez que votre entente soit en français, veuillez communiquer avec nous, aux coordonnées indiquées 
à la fin de ce document.

Contact Information

We’re here to help. If you have any questions about your  Mobility Service or your Agreement, we’d be happy to help. Contact 
us anytime online at , or call  Monday to Friday from 8 a.m. to 9 p.m. in your province/territory of 
residence and weekends 9 a.m. to 6 p.m. Our mailing address is:  

.
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SCHEDULE A: SMART/PHONE CARE

The following terms only apply to you if you have signed up for a Smart/Phone Care plan (“SPC” or “SPC Plan”) including, 
SPC Extended Plan, SPC Premium Plan, SPC Mobile Expert & Support Apps Plan or an available combination of plans (such as 
SPC Total Protect Plan) and are an active  Customer at the time you file a service request. For more information on ’s 
SPC Plan, visit .

1. How do I subscribe to an SPC Plan? That depends on which SPC Plan you wish to subscribe to. You can subscribe to any of 
the SPC Extended Plan, SPC Premium Plan or SPC Total Protect Plan for protection of your eligible turbo stick, wireless phone, 
smartphone premium smartphone, tablet or premium tablet (each a “Device” for the purposes of this Schedule A) at time of 
activation or upgrade, or you may sign up at a  store within 30 calendar days of your start date. A visual inspection of the 
Device is required because previously damaged Devices are not eligible for the SPC Plan. Once you have signed up, a phone 
call from or to the Device must be made (or for turbo sticks, tablets and premium tablets, a minimum of 1 kilobyte of data must 
be transmitted) for SPC coverage to begin (“Protected Device”). You may sign up for the SPC Mobile Expert & Support Apps 
Plan at any time during your Month-to-Month Term or Commitment Period with  (“Protected Software”).

2. How do the SPC Extended Plan, SPC Premium Plan and SPC Total Protect Plan offer protection? If you have subscribed to the 
SPC Extended Plan, SPC Premium Plan or SPC Total Protect Plan and your Protected Device suffers an operational or structural 
failure due to defects in parts or workmanship which does not fall under one of the Device Coverage Hardware Exclusions set 
out in the Protection Details and Fees Table below after the first 12 months of the manufacturer’s limited warranty (“Failure”), 
then  will replace it with a Device of comparable kind and quality (“Replacement Device”) so long as you: (a) file a 
service request within 30 calendar days of the Failure; (b) provide proof of purchase of the Protected Device; (c) provide 
identification as requested; (d) provide an affidavit, as requested; and (e) pay the required applicable Fees as set out below 
in the Protection Details and Fees Table. The Premium Plan includes additional coverage as set out in the Protection Details 
and Fees Table below.  makes no promise, representation or warranty that any Replacement Device will be new, identical 
or offer the same functionalities as the Protected Device being replaced. However, if the Replacement Device you are given 
(which may be new or refurbished) is a different model than the Protected Device that has suffered a Failure, then  will also 
replace the battery and/or charger used with your Protected Device. Replacement Devices will not exceed $950 retail price 
per replacement even if the retail price of the Protected Device is higher.

3. What happens if my Protected Device suffers a failure during the original 12 month manufacturer’s warranty period? If (a) the 
failure happens within the first 12 months of you activating the Protected Device on the  network; and (b) the failure is due 
to defects in parts or workmanship, then the manufacturer’s warranty will apply and  will not replace the Protected Device 
under your SPC Plan. Instead, you must return the Protected Device to be serviced by the manufacturer under the terms of the 
manufacturer’s warranty. See Section 49 of the Terms of Service for additional information.

4. When will I receive my Replacement Device if my service request is approved? If your service request is approved, the 
Replacement Device will be shipped to you by mail within 2 to 10 business days, or you may be required to pick up the 
Replacement Device at a retail location in your area. You must accept delivery of the Replacement Device within 30 calendar 
days of  having shipped it to you or else  will close your service request.

5. Will I be charged a Fee for my Replacement Device? Yes. You will be charged a non-refundable fee (“Service Replacement Fee”) 
for each approved Replacement Device depending on the type of Protected Device you are replacing. Fees vary depending 
on whether the Protected Device is a wireless phone, turbo stick, smartphone, premium smartphone, tablet or premium tablet. 
Service Replacement Fees are lower than the full retail value of the Protected Device. See the Protection Details and Fees 
Table below for your applicable Service Replacement Fee.

6. Does my Replacement Device come with a manufacturer’s warranty? The Replacement Device immediately becomes the 
Protected Device, and it is warranted to be free of defects in parts and workmanship for a period of 90 calendar days from, 
the date it is shipped to you (“Replacement Device Warranty Period”). If, during the Replacement Device Warranty Period, the 
Replacement Device fails to operate due to defects in parts or workmanship, it will be replaced with a further replacement 
device of comparable kind and quality and such further replacement will not be subject to a Service Replacement Fee nor 
will it be counted toward the maximum of 2 Replacement Devices you are entitled to as described in Section 8 below.

7. What happens if I return my Protected Device to  and  decides the failure is excluded from coverage? If  decides the 
Protected Device did not suffer a Failure or the failure is not protected by your SPC Plan, then we’ll let you know in writing. You 
will also have to pay the Non-Covered Service Fee as set out in the Protection Details and Fees Table below. See the Protection 
Details and Fees Table for a list of excluded Failures.

8. What happens once I’ve replaced the Protected Device twice under my SPC Plan? Once you have completed 2 service 
requests and have received and paid for your second Replacement Device (not including replacements as a result of Failure 
during the Replacement Device Warranty Period), your SPC Plan will be cancelled.  will also discontinue all subsequent 
monthly charges for the SPC Plan at the time of cancellation. You can sign up for SPC again on your next purchase of a new 
eligible Device.
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9. What do I do with the Protected Device that is being replaced? The Protected Device that is being replaced (other than 
a Protected Device being replaced due to loss or theft) must be returned to  in the return mailer included with your 
Replacement Device within 5 business days of you receiving the Replacement Device. You can call  at:  to 
request a prepaid return mailer, if misplaced. The Protected Device that is replaced becomes property of  and may not be 
activated on the  networks or on any other wireless network. You assign to  all rights and benefits of any manufacturer’s 
warranty or other coverage relating to the Protected Device that is replaced. You are also responsible for first backing up 
any personal information and content contained on the Protected Device which you want to preserve and then deleting 
such personal information and content (by resetting your Device to factory settings) prior to giving your Device to  (visit 

 for instructions).

10. What happens if I don’t return to  the Protected Device that is being replaced? If you don’t return to  the Protected 
Device that is being replaced, you will have to pay the fee (“Non-Return Fee”) set out in the Protection Details and Fees Table 
below, which varies depending on the Protected Device.

11. What if I receive a Replacement Device under my SPC Plan due to loss or theft of my Protected Device and I find or recover the 
Protected Device later? You must return the recovered Protected Device to  immediately. The Protected Device that has 
been replaced becomes the property of  and may not be activated on the  networks or any other wireless network. 
Follow the instructions in Section 9 of this Schedule or you can call  for more information.

12. What protection does the SPC Mobile Expert & Support Apps Plan cover? Subject to the exclusions discussed in the Protection 
Details and Fees Table below, if you have subscribed to the SPC Mobile Expert & Support Apps Plan you have access to 
anti-virus and security software, content backup capability, Device locate/wipe software and premier tech support (provided 
by ’s third-party supplier and subject to the applicable end-user license agreement) to assist you with Device malfunctions 
associated with your software.

13. How does  bill me for my chosen SPC Plan? Normally, the monthly Fees for the SPC Plan you selected (plus applicable taxes) 
will appear on your monthly bill for your  Services. Other applicable Fees related to your SPC Plan (for example, Non-Return 
Fees, Service Replacement Fees, Non-Covered Service Fees (as set out below) and applicable taxes) might be added to your 
monthly bill or  may decide to collect such Fees from you before providing you with any Replacement Device.

Protection Details and Fees Table*

SmartPhone Care

Extended Premium Total Protect Mobile Expert & 
Support Apps

Price and 
Device Type

$4/month – wireless 
phones, turbo sticks, 
certain smartphones 
and tablets

$7/month 
– wireless 
phones, turbo 
sticks, certain 
smartphones 
and tablets

$10/month 
– premium 
smartphones, 
premium 
tablets

$10/month 
– wireless 
phones, turbo 
sticks, certain 
smartphones 
and tablets

$13/month 
– premium 
smartphones, 
premium 
tablets

$7/month – wireless 
phones, certain 
smartphones and 
tablets

Device 
Hardware 
Coverage 
Inclusions

Defects in parts 
and workmanship 
beyond original 
manufacturer’s 
warranty

(a) Defects in parts and workmanship beyond original manufacturer’s 
warranty; (b) accidental damage (including liquid); (c) power surge; 
(d) loss or theft; (e) normal wear and tear

Device hardware not 
covered

Device 
Hardware 
Coverage 
Exclusions

(a) Incidental or consequential damages; (b) any failures caused by any act of God or any other 
cause beyond the control of , the manufacturer of the Protected Device or any other person 
or entity, including but not limited to, war, acts of public enemy or terrorist, labour difficulties 
and/or acts of government; (c) abuse, misuse or intentional acts; (d) pre-existing Failures prior 
to subscribing to SPC; (e) Failures that occur within the first twelve (12) months of the date the 
Protected Device is activated on the  network and which are due to defects in parts or 
workmanship; (f) changes or enhancements in colour, texture, finish, expansion, contraction, 
or any cosmetic damage to Protected Device (whatever the cause), including but not limited 
to, scratches that do not affect the mechanical or electrical function of the Protected Device; 
(g) Failure of the Protected Device caused by computer viruses or similar unauthorized codes or 
programming; (h) contraband or any property transported or traded illegally; (i) any property 
sent to you from anyone other than ; (j) routine maintenance and consumable items (for 
example, batteries); (k) battery chargers (except that one standard charger will be provided with 
Replacement Device if the Replacement Device is a different model than the Protected Device 
or if the charger has also failed); (l) antennas; (m) SIM Card; and (n) any accessories

Device hardware not 
covered
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Page 12Effective: 08/03/2015

SmartPhone Care

Extended Premium Total Protect Mobile Expert & 
Support Apps

Device 
Software 
Coverage 
Inclusions

Device software not covered (a) Anti-virus/security; (b) content backup; (c) Device 
locate/wipe; (d) premier tech support

Device 
Software 
Coverage 
Exclusions

Device software not covered (a) Assistance with network coverage issues, such as 
dropped calls/data interruptions; (b) over-the-air updates 
to operating systems, firmware, or other software; 
(c) diagnostic support not related to the Protected Device; 
(d) modification of Original Equipment Manufacturer 
(“OEM”) software; (e) installation of third-party software 
or OEM drivers not supported by the Protected Device; 
(f) computer setup, support or repair; (g) home or wireless 
router/modem or network setup, support or repair; 
(h) peripheral setup, support or repair; (i) installation 
of non-sanctioned applications; (j) data migration 
from phone to phone or computer to computer; and 
(k) additional equipment or software required to receive 
the full benefit of Premier Support Services

Replacement 
Device Max

Maximum of 2 Replacement Devices with a maximum value of $950 per
Replacement Device

N/A

Replacement 
Device 
Warranty

90 days from date  ships Replacement Device to you N/A

Replacement 
Device 
Coverage

Yes – SPC automatically continues and applies to your Replacement Device N/A

Service 
Replacement 
Fee

$50 to $299 – Fee varies depending on Device model chosen N/A

Non-Covered 
Service Fee

Applies if Failure determined to be excluded from coverage.
$100 – wireless phone or turbo stick
$300 – smartphone or tablet
$400 – premium smartphone or premium tablet

N/A

Non-Return 
Fee

Applies if Failure determined to be excluded from coverage.
$100 – wireless phone or turbo stick
$300 – smartphone or tablet
$400 – premium smartphone or premium tablet

N/A

*Applicable taxes extra. A complete list of the Devices which are considered to be wireless phones, turbo sticks, smartphones, 
premium smartphones, tablets or premium tablets is available at  or in  stores.
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Page 13Effective: 17/11/2013

SCHEDULE B: RESPONSIBLE USE OF  SERVICES

Are there any rules regarding my use of  Services, the  networks or my Device? Yes.  encourages all of its Customers 
to use the  Services responsibly. Abuse or misuse of  Services, the  networks, or Devices impacts all Customers and is 
something  takes very seriously – and which could result in the termination of your Agreement with , or lead to criminal or 
civil charges.  may immediately suspend, restrict, change or cancel all or part of your Services and modify or deactivate your 
Device without notice or take other necessary protective measures if  has reasonable grounds to believe there is a breach 
of any of these provisions. For example, you are prohibited from:

(a) using, enabling, facilitating, or permitting the use of any  Service or your Device for an illegal purpose, criminal or civil 
offence, intellectual property infringement, harassment (including cyberbullying, cybercrime, disruptive, intimidating, 
annoying or offensive calls/transmissions), or in a manner that would breach any law, regulation or the policies of any 
Internet host;

(b) installing, using or permitting the use of any  Services without reading and accepting (or in contravention of) the 
terms of any separate license agreement or terms of use for the use of software, content (including Programming) and/
or documentation (as applicable) in connection with the  Services;

(c) enabling, facilitating or permitting the transmission of unsolicited messages such as spamming or phishing.  may 
(i) filter any message determined by  to be spam from your in-box to an anti-spam folder and delete this message; 
and (ii) set a limit on the number of messages a Customer may send or receive through email;

(d) uploading or downloading, making available, transmitting, posting, publishing, disseminating, receiving, retrieving, 
storing, linking to or otherwise reproducing, offering, distributing, enabling or providing access to information, software, 
content, files or other material which: (i) is confidential or protected by copyright or other intellectual property rights 
without prior authorization of the rights holder(s); (ii) is defamatory, discriminatory, violent, obscene, child pornography or 
hate propaganda; (iii) constitutes invasion of privacy, impersonation, forging, appropriation of identity or unauthorized 
linking or framing; or (iv) is designed to assist users in defeating technological protection measures (like geoblocks), 
registration and any other anti-theft mechanisms or in the fraudulent use of telecommunications or broadcasting services;

(e) using any  Service for the purpose of reselling, remarketing, transferring, sharing or receiving any charge or other 
benefit for the use of any  Service, or for continuous data transmission or broadcasts (including multi-media streaming, 
automatic data feeds, automated machine to machine connections or peer-to-peer file sharing, voice over Internet 
protocol or any other application that is not made available to you by  which uses excessive network capacity), or 
to provide a substitute or back-up for private lines or dedicated data connections such as DSL and/or to operate any 
server system. If you engage in any of these activities you will pay in full all charges billed to you at a rate which will be 
the greater of the in-market rate or $30 per megabyte plus applicable taxes, regardless of the total amount due;

(f) attempting to receive any  Service without paying the applicable Fees, modifying or disassembling your Device 
(including the alteration, copying, reproduction of or tampering with electronic serial numbers, IMEI or other 
identification, signaling or transmission functions or components of your Device), changing any identifier issued by  or 
a  company, attempting to bypass ’s network, or rearranging, disconnecting, removing, repairing or otherwise 
interfering with  Services,  Equipment or ’s facilities;

(g) excessive use of  Services.  considers that data usage in excess of 25 GB per billing cycle is disproportionate and 
excessive for network management purposes. Customers whose wireless usage exceeds this threshold may, in ’s sole 
discretion, have their Services suspended, disconnected, changed or restricted, including having data speeds reduced 
to as low as 16 kbps;

(h) adapting, reproducing, translating, modifying, decompiling, disassembling, reverse engineering or otherwise interfering 
with any software, applications or programs used in connection with  Services (whether owned by or used under 
licence to ) for any purpose including “testing” or research purposes; or modifying, altering, or defacing any of the 
trade-marks, or other intellectual property made available through  Services or using any indemnity or intellectual 
property except for the express purpose for which such intellectual property is made available to you through Services;

(i) posting or transmitting any content, data or software containing a virus, “cancelbot”, “Trojan horse”, “worm” or other 
harmful or disruptive component or committing any act which may compromise the security of your Internet host in any 
way (including analyzing or penetrating a host’s security mechanisms); and

(j) using harassing or abusive language or actions, whether verbal, written or otherwise, directed at  employees, 
suppliers, agents and representatives.
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Effective: 17/11/2013

COMMITMENT TO PRIVACY

The  companies have long been committed to maintaining the accuracy, confidentiality, security and privacy of your 
information, earning  a reputation as a leader in the protection of Customer privacy. To continue to earn your trust, we want to 
keep you up-to-date on your rights as our Customer and on how the  companies use and safeguard your personal information.

1. What is ’s Privacy Policy and where can I find it? You can get a copy of ’s Privacy Policy online at:  or 
by contacting the  Privacy Ombudsman’s office at the address provided below.

2. Who and what does the  Privacy Policy apply to? The  Privacy Policy applies to the  companies offering wireless, 
Internet, satellite and IP television, TV, local and long distance wireline services as well as radio, television and digital media 
services and our various retail locations. The  companies include

.

Any time you do business with any of these companies, or with anyone acting as our agent, you are protected by the rights 
and safeguards contained in the  Privacy Policy.

The  Privacy Policy applies to your Personal Information. Personal information can include:
• Your name, address and phone number(s).
• Other information about the  product(s) that you subscribe to, such as calling features or  TV programming.
• Your service usage such as wireless call records, long distance usage or Internet surfing habits.
• Account information such as the status of your account or your method of payment.

3. How and why does  collect personal information? We collect information during the application process, when
communicating or transacting business with you, when you browse the Internet using your device, laptop, computer or
TV, and when providing you with service. Occasionally we collect information about you from third parties, such as credit
reporting agencies for credit checks.

We collect information to:
• Establish and maintain a responsible commercial relationship with you. For example, we may collect information to

confirm your identity or to establish creditworthiness.
• Understand your needs and preferences to recommend relevant offers, products, services and bundled discounts on

behalf of  and its affiliates and third-party marketing partners.
• Understand who the people are that use our products and services, how they use them, and how we can improve them.
• Manage and develop ’s business and operations. For example, we monitor usage volumes in order to plan and

provision our communications networks. We also track product sales to determine the success of features, promotions
and pricing.

• Meet legal and regulatory requirements. For example, we may be required to collect information by a court order or
to demonstrate compliance with a CRTC requirement.

Your personal information will not be used for any other purpose without your consent.

4. Questions or concerns about your privacy? We’d be happy to discuss any questions or concerns you may have about your
privacy. To reach us, please visit .

If you still have unresolved privacy concerns, you can write to the  Privacy Ombudsman at:

The Office of the  Privacy Ombudsman

Or by email at 
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• Call Waiting 

Service Agreement Term 

Term Start Date 

Term Expiry Date 

Monthly Service Fee 
Overage Rate 

2 year(s) 

12/27/13 
12/27/15 
$85.00 
Voice (per min.) Weekday 
$0.45 
LD to Can. (per min.) 
$0.55 
LD to U.S. (per min.) 
$0.55 

Promotions and/or Discounts 

Discount Description 
Discount Amount 

Discount Start Date 

Discount Description 
Discount Amount 

Discount Start Date 

100% Call Manager 
100% 
12/27/13 

100% WhoCalled Service 
100% 
12/27/13 

Promotion Description 
Promotion Amount 

$0.00 Between Us Canadian LD 

$0.00 
Promotion Start Date 12/27/13 

Promotion Description 
Promotion Amount 

$0.00 SMS - RPF awareness msg only 
$0.00 

Promotion Start Date 

Promotion End Date 
12/27/13 
12/30/13 

Promotion Description 
Promotion Amount 

$0.00 Block Int.Calls & Roaming 
$0.00 

Promotion Start Date 

Promotion End Date 
12/27/13 
03/27/14 

SUMMARY OF MONTHLY FEES 
Monthly Fees for Term Services 

Monthly Fees for Month-to-Month Services 

Total Monthly Fees (before taxes) 

HARDWARE INFORMATION 
Device Model 
Device Color 
Device Serial Number/ IMEI 
Smart Card I SIM 

Charges 
No Term Price 

Less Hardware Discount 
(Total Economic Inducement) 

$85.00 
$0.00 

$85.00 

$719.00 
$489.01 
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Hardware Charge (before taxes) 229.99 

Total Economic Inducement is deducted from the - No Term Price to determine the - suggested 
Hardware Charge. 
Hardware Charge does not reflect any additional discounts provided by the in-store Sales Agent. 

ECONOMIC INDUCEMENT 
Only the value of the Economic Inducement (as defined below) will be used to calculate the Device Savings 

Recovery Fee and Additional Device Savings Recovery Fee, in accordance with the provisions below. 
Economic Inducement $0.00 
Additional Economic Inducement $489.01 
Total Economic Inducement $489.01 

COMMENT/SPECIAL INSTRUCTIONS 
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SECTION II 

1. Fee Descriptions 

1.1. In addition to your Total Monthly Fees above, your first invoice will include the following(not 
applicable to prepaid service): 

• A Connection Fee of $15 per line to activate your service on our network (first invoice only). 

1.2. If a line referenced in the Section I is subscribed to a plan that was initially activated on 
or after December 2, 2013, then the following is included in your Total Monthly Fees above (not 
applicable to prepaid service): 

• The following monthly government 9-1-1 fees apply where applicable: 62¢ in Saskatchewan, 40¢ 
in Quebec, 43¢ in Nova Scotia, 53¢ in New Brunswick, 70¢ in Prince Edward Island and 44¢ in 
Alberta (effective February 1, 2014). However, there is no airtime charge for calls made to 9-1-1 
from your wireless device. 

1.3. If a line referenced in the Section I is subscribed to a plan that was initially activated between 
October 5, 2009 and July 4, 2012, then included in your Total Monthly Fees above is a Government 
Regulatory Recovery Fee of $2.13/month per line ($2. 75 in Saskatchewan and in Newfoundland and 

Labrador; $2.53 in Quebec; $2.66 in New Brunswick; $2.56 in Nova Scotia; and $2.63 in Prince 
Edward Island) which will be charged to help fund fees, costs and other amounts related to federal, provincial 
and/or municipal mandates, programs and requirements. If you only subscribe to a wireless data service, 
the amount of the fee is $1.81 /month per line. This fee is not a tax or charge the government requires 
-to collect. (Not applicable to prepaid service.) 

1.4. If a line referenced in the Section I is subscribed to a plan that was initially activated prior 
to October 5, 2009, then the following is included in your Total Monthly Fees above (not applicable 
to prepaid service): 

• A System Access Fee of $6.95/month per line (non-government fee). 

• A 9-1-1 emergency access fee of 75¢/r:nonth per line (non-government fee) will be charged for the 
provision of wireless access to 9-1-1 service. (In addition, the following monthly government fees 
apply where applicable: 62¢ in Saskatchewan, 40¢ in Quebec, 43¢ in Nova Scotia, 53¢ in New 

Brunswick and 70¢ in Prince Edward Island.) However, there is no airtime charge for calls made 
to 9-1-1 from your  wireless device. 

1.5. For prepaid service, each month a 9-1-1 emergency access fee of 75¢ (non-government fee) 

(and the following government fees where applicable: 62¢ in Saskatchewan, 40¢ in Quebec, 43¢ in Nova 

Scotia, 53¢ in New Brunswick, 70¢ in Prince Edward Island and 44¢ in Alberta (effective February 1, 
2014)) will be debited from your account balance. The 9-1-1 emergency access fee is charged for the 
provision of wireless access to 9-1-1 service. 

1.6. Where applicable, additional airtime, data, long distance, roaming, pay-per-use charges and 
taxes are extra and billed monthly. For more information on the Services you have subscribed to, please 
refer to the  brochure describing your plan or add-on, or visit . 

X Initial 
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2. Categories of Services/Service Agreements. For greater certainty, the Services referenced 
herein are categorized as follows: 

2.1. Term Services. Term Services means any Services that you subscribe to for a Commitment Period 
as identified above with a corresponding Service Agreement Term or Data Term. Every Term Service that 
you subscribe to constitutes a separate Service Agreement with us. We will not increase the monthly service 
fee or local per-minute airtime rate for, or decrease the amount of minutes or data included with, a Term 
Service during its Commitment Period. 

2.2. Month-to-Month Services. Month-to-Month Services means any Services that you subscribe to 
on an ongoing basis, but not with a Commitment Period. Month-to-Month Services are identified above 
without a corresponding Service Agreement Term or Data Term, and every Month-to-Month Service that you 
subscribe to constitutes a separate Service Agreement with us. For more information on Month-to-Month 
Services, including rates for such optional services, please refer to the current  brochures or visit 

. We may change Month-to-Month Services in accordance with the  Terms of Service. 

2.3. Pay-Per-Use Services. Pay-Per-Use Services means any Services that you receive from  
on a per-usage basis (which may be a one-time usage, or usage for a set period of time, such as one day or 
one week), but not on an ongoing basis. Pay-Per-Use Services available to you include the following. For 
more information on Pay-Per-Use Services, including rates, please refer to the current  brochures or 
visit . We may change Pay-Per-Use Services in accordance with the  Terms of Service. 

2.3.1. Roaming. Please note that substantial roaming charges may be incurred if your 
device is taken outside the  network even if no services are intentionally used. 
Whenever you travel outside the  network, your usage is routed through the wireless network 
of another carrier. Usage outside the  network will result in roaming charges. Such usage 
includes (but is not limited to): calling; text, picture and video messaging; and data usage (including, 
but not limited to, apps usage, email, instant messaging, BlackBerry Messenger, visual voicemail and 
web browsing). Visit  for roaming pay-per-use rates, options and destinations. 
Please note that for the first 90 days following the Activation Date, if you are roaming off the  
network, your Service will be restricted from placing outgoing calls to destinations other than those 
that have a North American Area Code (including Canada and the USA) and the destination at which 
you are located while placing the call (not applicable to prepaid service). 

2.3.2. Text, Picture and Video Messaging Pay-Per-Use Service. Text, Picture and Video 
messaging service will be enabled on compatible devices. A pay-per-use fee will apply for each 
message sent or received (not applicable if you subscribe to an add-on, bundle, pack or plan that 
includes the relevant messaging). SenUreceived premium messages (alerts, messages related to 
content and promotions) are charged at applicable rates. Roaming charges apply while roaming. 

2.3.3. Pay-Per-Use Data. Data service will be enabled on compatible devices. A daily usage 
fee will apply (not applicable if you subscribe to a data plan or add-on). Roaming charges apply while 
roaming. 

2.3.4. Video Calling Pay-Per-Use Service. Video Calling service will be enabled on compatible 
devices. A pay-per-use fee will apply for each minute of Video Calling placed and received . Airtime 
and long distance charges are not included. Roaming charges apply while roaming. 

2.3.5. Call Waiting and Group Calling. Airtime charges apply as per your price plan (plus long 
distance or roaming, if applicable). 

2.3.6. Call Forwarding. Call Forwarding can be added to your plan (if not already included). 
Call Forwarding allows your call to be forwarded to another number and includes 2,500 local Call 
Forwarding minutes per month. Additional Call Forwarding minutes are charged at the rate described 
in your price plan or add-on (plus long distance or roaming, if applicable). 

j SEE OVERLEAF I 
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2.3.7. Voicemail. Airtime charges, or data charges for visual voicemail, apply as per your price 
plan (plus long distance or roaming, if applicable). 

2.3.8. 411 Directory Assistance. A service fee and airtime charges apply (plus long distance 
or roaming, if applicable), even if the number you have requested is unlisted. 

3. Termination and Amendment 

3.1. General. You may terminate your Service at any time (in accordance with the  Terms of 
Service), including at the expiry of any Commitment Period, or make changes to your Service, by contacting 
us at . If you upgrade your device or change a Term Service, you may be 
required to renew your Commitment Period and/or enter into a new Service Agreement with us for a new 
Commitment Period. · 

3.2. Automatic Extension. At the end of your Commitment Period, your plan will automatically default 
to a month-to-month term.  may contact you at any time to propose a renewal of your plan. If you do 
not wish to renew your plan when contacted, you will retain your existing plan and your existing agreement 
with us, unchanged, until those are changed or terminated in accordance with the terms of the Service 
Agreement governing that plan. 

3.3. Device Savings Recovery Fee (applicable to Term Services only). A Device Savings Recovery 
Fee (DSRF) applies if you were given an economic inducement when you agreed to your new term, and 
if, for any reason, your wireless service or your new term is terminated prior to the end of the term of your 
Service Agreement (Service Agreement Term). The DSRF is equal to the economic inducement multiplied 
by the number of months remaining in your Service Agreement Term divided by the total number of months 
of your Service Agreement Term (plus applicable taxes). In other words, DSRF = Economic Inducement 
x # months left in your Service Agreement Term + Total #- months in your Service Agreement Term 
+ applicable taxes. 

An Additional Device Savings Recovery Fee (ADSRF) also applies if, for any reason, your wireless data 
service, or your data plan's commitment term (Data Term), is terminated prior to the end of your Data 
Term. The ADSRF is based on the additional economic inducement you received for subscribing to your 
wireless data service, is calculated using the same formula used to calculate the DSRF (but substituting 
Economic Inducement with Additional Economic Inducement and Service Agreement Term with Data Term), 
and applies in addition to the DSRF for termination of your Service Agreement. If you subscribe to a plan 
combining both voice and data services, both the DSRF and the ADSRF apply. 

X Initial 

3.4. Trial Period.  may allow for the cancellation of your Service without any DSRF with 
the following conditions: 1) device is returned in complete and original condition to the store where it was 
purchased (if customer-owned hardware, this condition does not apply) and 2) cancellation is requested 
within 15 days from date of activation and 3) your account has incurred less than 30 minutes of airtime 
usage. You will be billed for all charges incurred up to the point of deactivation. 

4. 

4.1. 

Device Information 

New or Refurbished Devices. Your device is new, unless otherwise indicated. 

4.2. Device Locking. Your device is locked and restricted to be used only on the  network, but 
may also be used on the networks operated by any of the carriers with which we have roaming agreements. 
If you attempt to unlock your device it may become permanently unusable and may violate the software 
licence agreement for your device. If you would like to unlock your device, the Device Unlock Fee set out 

Appendix 3b 
Page 6 of 9 

TNC 2016-293 
CCTS



above will apply. If you were given an economic inducement, we will not unlock your device within the first 
90_ days of your Service Agreement Term. 

4.3. Warranty. Please see the materials accompanying your device for warranty information and details, 
including coverage, duration and how you may make a claim under any applicable warranty. 

4.4. Rebated Goods. Any device provided to you for $0 is provided as a rebated good and not a 
free good. 

5. Security Deposit 

5.1. Security Deposit Conditions. We may require you to provide us with a security deposit or impose 
other payment or credit requirements (e.g., interim payments; mandatory pre-payments; pre-approved card 
or bank payments) at any time and on such terms as determined in our sole discretion. Any security deposit 
you provide to us will be kept for a minimum of 12 months, unless your Services are terminated sooner. 
After 12 months, we may release and apply the security deposit against your account balance if we, in our 
sole discretion, determine that your payment history has been satisfactory or that you have otherwise met 
our financial criteria for the return of the security deposit. 

5.2. Interest on Security Deposit. You will earn interest on any security deposit held by us, using the 
Bank of Canada's overnight rate in effect at the time, plus one percent, on the basis of the actual number of 
days in a year, accruing on a monthly basis. Interest is earned starting from the date we collect a security 
deposit from you (but no earlier than required under applicable legislation or regulation) until the date we 
return it to you. 

5.3. Use and Return of Security Deposit. We may apply your entire security deposit toward your 
account if payment of an amount due on your account is not received by us by the required payment date 
specified by us and we may require you to replenish the security deposit after such use. We will notify you 
upon applying all or part of any security deposit. We will return to you any security deposit with applicable 
interest within 30 days of termination of your Services or once we have determined that the conditions for 
returning the security deposit have been met. 

6. Family Plans/ SmartTeam™ Plans 
You agree that if the main line under your family plan or SmartTeam plan (as applicable) is cancelled leaving 
additional lines, one of the additional lines will be automatically assigned as the main line and continue on 
the same plan as, or a plan similar in value to, the plan that the original main line was subscribed to. You 
further agree that if the number of lines activated under your plan falls below the required minimum,  
may migrate your remaining line(s) to another plan similar in value to your current plan. 

X Initial 

7. How Airtime and Long Distance Calling Are Charged 

7 .1. Airtime Charges. Local and long distance airtime charges are rounded up to the next full minute. A 
one-minute minimum charge applies to every completed call (made or received). The airtime for the entire 
call is charged based on the applicable rate at the beginning of the call. Airtime charges (plus long distance, 
if applicable) apply to completed calls from the time you press SEND until you press END. For international 
calls or while roaming, you may be charged from the time you press-SEND until you press END regardless 
of whether the call is completed. Airtime charges (plus long distance, if applicable) apply to every call you 
answer on your wireless phone until you press END. Charges will start at the moment the calling party 
initiates the call by pressing SEND and includes the ring time. 

I SEE OVERLEAF I 
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7.2. Local and Long Distance Calling Areas. Local calling areas are the areas in which you can make 
or receive calls without incurring long distance charges. Calls are defined as local or long distance based on 
local calling areas. Your location at the time of the call, your wireless phone number and the phone number 
called are all important factors in determining local calling areas and wireless long distance. Your Incoming 
Local Calling Area is based on the geographical location associated with your wireless number. All calls 
that you receive while you are in your Incoming Local Calling Area are local. All calls that you receive while 
you are outside your Incoming Local Calling Area are long distance. Your Outgoing Local Calling Area is 
determined by your physical location. If you dial a number that is local to your physical location, then it is 
a local call. If you dial a number that is long distance to your physical location, then it is a long distance 
call. When using Call Forwarding, long distance charge$ apply when the number to which you forward the 
call is outside the geographical location associated with your wireless number, regardless of your physical 
location. Visit  for more information and  for current long 
distance rates. 

8. Additional Documents and Resources 

8.1. Related Documents. In addition to your Service Agreement(s), your use of the Services is 
governed by the following related documents, current copies of which can be accessed at : 

• Terms of Service: Our Terms of Service govern your use of all of your  Services and explain 
some of our respective legal rights and obligations. The Terms of Service include details on how 
we can make changes to your Services and Service Agreement(s}, how you will be charged for 
Services, how your Services can be suspended or terminated, and legal details on limitation of 
liability, warranties and indemnification. 

• Acceptable Use Policy: Our Acceptable Use Policy sets out the rules, policies and limits you must 
abide by when using the Services. The Acceptable Use Policy lists examples of prohibited activities 
and unlawful or inappropriate content and gives us the right to remove content and/or suspend or 
terminate your Services if you violate the Acceptable Use Policy. 

• Privacy Policy: Our Privacy Policy sets out our policies in relation to the collection, use and 
disclosure of your personal information. Our Privacy Policy provides information on why we collect 
customer information, how we use and share this information and specifies how to contact us if 
you would like more information on our personal information handling practices. 

• Starting Up Guide: Our Starting Up Guide provides you with information on how to set up your 
device, how billing works, how wireless voice and data services are charged, how roaming and long 
distance is charged, how 9-1-1 emergency assistance works and how to manage your account. 

8.2. Managing Your Bill. For information on tools to help you manage you bill, including notifications 
on data usage and roaming, data caps and usage monitoring tools, please visit  or log into your 

 account to view details on your actual usage. 

8.3. Service Coverage Area and Maps. For information on our service coverage area, including our 
complete service coverage maps, please visit . 

8.4. Wireless Code. For information on the Canadian Radio-television and Telecommunications 
Commission (CRTC}'s Wireless Code, please visit the CRTC website at http://crtc.gc.ca/eng/info_shU 
t13.htm. 

AUTHORIZATION 

The service agreement(s)'described in this document is/are between  
 and you, the customer named above. 
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This document must be read in conjunction with the  Terms of Service and Acceptable Use Policy 
provided to you and posted on , any  brochure or online material describing the plans, 
features, services and/or products you have selected and the Starting Up Guide that are currently in effect. 

By signing below, you: 
• authorize  to obtain information about your credit history and acknowledge that  

may provide information to others about your credit experience with  (not applicable to 
prepaid service). 

• agree to be liable for the payment of all charges and other obligations under your Service 
Agreement(s ). 

• agree to receive any Materials we provide to you in electronic format. 

• acknowledge having received a copy of, and having read, understood and agreed to, the  
Terms of Service and Acceptable Use Policy forming part of and included with this/these service 
agreement(s). 

Your account information may, from time to time, be disclosed to other members of the  
 organization and to our agents and authorized dealers in order to service your account, 

respond to your questions and telemarket (including by way of automatic dialing and announcing devices} 
and promote additional products and services offered by members of the  organization that may 
interest you. If you do not wish to receive offers or information from related  entities, please go to 

, or contact  Customer Service at one of the following addresses: 
 

, or from your wireless phone, dial "'6-1-1. If you request that 
any telephone number appearing above be transferred from another service provider, you hereby confirm 
that you are the account holder of the number or his/her authorized agent. You authorize  to contact 
your current service provider to transfer the number to . 

X 

Customer Signature 

X 

Authorized Signature - Company 
Representative/Primary Account Holder 

X 

Authorized  Signature -  
Communications Partnership 

Date 

Date 

Date 

 © 2013 

(12/02/13) 
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The Agreement

SEE OVERLEAF

Client Copy
February 27, 2014

Acct #:
Mobile #:
SIM #:

Store:

Location:
Rep ID:

Agreement Effective Date: February 27, 2014
Agreement End Date: February 27, 2016

Thank you for choosing 
This Agreement describes the products and services you selected.

Here's what we did today
My new device:
Device:
Serial #:

My deal:
Full Retail Price: $599.00
Device Discount: -$520.00
My price: $79.00

Device Balance Account:
New Device Balance : $520.00
Service Period in months: 24
Monthly reduction in Device Balance: $21.67
With these equal monthly reductions, your Device
Balance will be at zero on the Agreement end date
indicated above.

My rate plan:

SB Share+ SP 55 -
PDA

Anytime Minutes: Unlimited

Monthly Base Rate Plan Charge $55.00
Total Monthly Charge (including add-
ons)*

$100.00

Price Guarantee: During the service period,  will not change your monthly rate plan
charge or the services included in your rate plan without your consent. However,  may
change other terms, including charges for pay-per-use and optional services, after giving you
thirty days’ notice. Please refer to the Service Terms for full details. *Taxes are extra.

eTransaction #
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Included Services in Your Monthly Rate Plan

Unlimited LD minutes Text Messaging Services MHSI APN Access
Canadian LD @ $0.50 Shared Data Access SPARK Sampler
SMS Unlimited 911 Emergency Access Charge Call Display
Conference Calling Call Forward PPU Access Basic Voice Mail
Outbound Call Display On Call Waiting Service
Call Forward Pay Per Use

Services available on a Pay per Use basis are not included in your monthly rate plan. Current rates at the time of use will apply. For more information on Pay per Use
services and for current rates see t .

Optional Services
Bus. Share+ 45 - 2+2GB Bonus $45.00 International Calling On $0.00
International Voice Roaming $0.00

Billing option: ❐ Summary paper bill = $3.00/account* ✔ e.bill - no cost

* You can remove the chargeable paper bill option at any time. Just log onto .

Optional services (also called add-ons) are billed monthly in advance. Taxes are extra. You may cancel an optional service at any time by calling  Client Care or
logging onto  . Service will continue month to month until you cancel it. Some optional services require the acceptance of additional
terms of service. You will be asked to accept these terms of service before using the service for the first time. Rates and full service descriptions for available add-
ons can be consulted at . One time service fees are charged at the current rate at the time of use. The list of one time services available and
current rates are posted at .

Additional Service Information

Device Warranty Information
If you purchased a new device with this Agreement, it is covered by a legal
warranty, guaranteeing ordinary use for a reasonable period of time, and by the
manufacturer’s warranty, which you can find in the packaging for the device. Each
manufacturer has its own warranty, but they generally cover repairs required to
fix defects for up to a year. The  Repair Program will assist you in taking
advantage of your warranty coverage, including the use of a loaner while your
device is in repair. For full details see .

Contacting 
When you sign up for service, you can register for a free  Learning
Centre session. An expert will take you through the functions of your device
and how to get the most out of the service. You can reach us at any time, toll-
free at  or from your device at *611 (a free call) or on Twitter

. To manage your account online visit 
. If you are entitled to a refund for incorrect billing,  will credit

your account within thirty days.

Coverage Maps
Coverage maps for  wireless services are available at 

. Coverage maps are approximate, since coverage can be affected by
a variety of factors, including buildings and other obstructions that limit how far a
signal can carry.

Device Unlocking
New devices purchased from  can only be used with  service, but
can be unlocked for a $35 fee. If you received a discount on the purchase price, the
device can only be unlocked after ninety days, if you are in good credit standing.

CRTC Wireless Code
The CRTC has created a Wireless Code that applies to your service, which you
can consult at crtc.gc.ca/wirelesscode. To make a complaint under the Wireless
Code, you can reach the Commissioner for Complaints for Telecommunications
Services at 1-888-221-1687.

Cancellation / Expiry

A cancellation fee equal to your outstanding Device Balance will apply if you cancel this Agreement before the end of your service period, or if  cancels this
Agreement because of your violation of the terms of service. You may cancel service by contacting us toll-free at  or from your device at *611 (a free
call). All other charges owing to  for use of the service will remain due upon the cancellation of this Agreement.

Expiry: At the end of your service period, your service will continue on a month to month basis, until you notify  that you wish to terminate service. Current terms
and conditions will apply. Any optional features that are not part of your rate plan will be billed at the current monthly rate. Promotional features will not be renewed.
If your rate plan is no longer available,  will use the nearest current rate plan to continue service.
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Important Terms

What charges should I expect on my first bill?
Your first  bill will contain:
1. Charges from today’s date to your first billing date; and
2. Regular monthly charges for the first complete month, billed in advance.
As a result of the charges for a partial month, your first bill will be higher than usual. Your next bill will better
reflect your ongoing monthly charges.

How can I manage my spending?
Under your Agreement, you have unlimited access to the service, but additional pay per use charges will
apply once you have used up the services included in your rate plan. However,  provides you with the
tools to cap additional data charges. Each month,  will send an SMS message to each device that has
incurred $50 of additional charges for data use in Canada and $100 of additional charges for international
data roaming. The user can then continue using data by replying to the SMS to accept further charges. The
additional charges will be calculated using the pay per use rate that applies to the user’s rate plan and service
options. For flex data plans, also known as Cost Assure plans, the cap starts once the data in the top tier
has been used. For international data roaming, the cap starts once the data included in any roaming package
you have purchased has been used.

Initials__________

How do  SharePlus plans work?
Each device connected to a  SharePlus plan has access to all the shared data. Once the shared data
is used, additional data charges will be calculated using the Pay per Use rate that applies to each user’s rate
plan and service options.

How do Flex plans work?
The amount of data available goes up in steps, or flexes, until you reach the top tier in the rate plan. Your
monthly charge is based on the data tier you reached in the month. Each month your plan automatically resets
to the basic data tier. If you go over the amount of data in the top tier of your plan, additional charges are
calculated on a Pay per Use basis.

Can I upgrade my device at any time?
Yes, as long you are in good credit standing. When you sign an Agreement with a discount on the purchase of
your device, the Device Balance account will appear on your monthly bill. Your Device Balance is the remaining
portion of the discount you received and it decreases in equal amounts every month over your service period.
By paying your Device Balance at the end of the last complete month elapsed since the beginning of this
Agreement, or since your last upgrade, you can upgrade to the new device of your choice and start a new
service period.

Can I change my rate plan or features?
You may change your rate plan or features at any time. Even if you received a discount on your device by
agreeing to a minimum monthly spend, you can chose a smaller rate plan by simply paying half of the Device
Balance as listed on your bill. Your Device Balance is reduced and you will no longer have a minimum spend
commitment.

Is there a trial period?
 has a customer Satisfaction Guarantee. If you are not satisfied with your phone or the service, you

can return the phone for a full refund and cancel service within fifteen days of the start of your service period.
Cancellation fees do not apply unless you have used more than thirty voice minutes or fifty text messages or
fifty megabytes of data. The device must be returned in near new condition with the original packaging. If you
are a person with a disability, this trial period is extended to thirty days and the usage limits are doubled.

When will I get my security deposit back?
If you provided a security deposit in order to get postpaid service, the deposit will be returned after one year
of continuous on-time payments and otherwise when your service is cancelled.  is entitled to deduct
overdue amounts from the security deposit.  will pay interest on the deposit when it is returned equal
to the Bank of Canada prime rate plus one percent. For full details, see the Service Terms.

Why are the Service Terms and the  Privacy Commitment important?
Your use of the service is subject to the Service Terms and the Privacy Commitment, which may be
consulted at . To receive paper copies, contact us
at 1-866-558-2273 or from your device at *611 (a free call).

The Service Terms explain important legal rights, obligations and limitations.
■ The service may fail or be interrupted for many reasons, including network maintenance, physical

limitations inherent in the radio waves to deliver the service, and technical limitations arising from the
connection with other telecommunications companies.  does not guarantee service availability.

■  may make changes to its networks and undertake maintenance at any time without notice to you.
 may also update or change the software, features and settings on your device, including through

"over-the-air" instructions sent without notice, to ensure the device meets  standards.
■  will not be liable for loss of profits, data, earnings or business opportunities, economic loss,

punitive damages or any other loss caused by use or failure of the service or any device used with the
service.

■  networks can support a wide range of equipment. However, if you use equipment not purchased
from  the service may not work with your equipment in all areas.

The Privacy Commitment describes how  may gather, use and disclose your personal information. The
permitted uses include sending you marketing messages for other  services or that are tailored to your
interests, based on your use of  services. You can always unsubscribe. Every electronic marketing
message from  will have an unsubscribe option, and you can manage other types of marketing
messages from  by calling Client Care.

The Service Terms and Privacy Commitment are available online and in store. Please initial below if you do
not want to receive a paper copy.

Initials__________

Enhanced 911: Enhanced 911 service can provide emergency operators with improved location information.
For more information on the availability, limitations and characteristics of wireless e911 service and handsets,
please visit . Please note that  does not provide 911 operator services.
provides routing of 911 calls to the closest emergency service access point, and these are maintained by
local government agencies. If there is no access point serving the area where you make a 911 call, you will
not have 911 operator services.

Agents: The retailer has acted as an agent only for the activation of your mobility service with  and
assumes no responsibility for the provision of the service. In the event this is specified in the agreement
between  and the retailer,  will collect a portion of the charges as payment on the price of the
device you have purchased from the retailer.

My authorization
I have read the terms set out in this Agreement and agree to comply with them. Any use of the service by me
or any person I allow to access my device will mean that I unconditionally accept the Service Terms.

I consent to the publication of the  numbers assigned to my account (you may withdraw your consent
at any time by calling  Client Care). I consent to the exchange of my account and usage information
with other  companies and their affiliates or dealers, so that they can provide services in managing my
account or offer me additional services or products.

I authorize  to obtain information about my credit history from time to time. I authorize any
person, consumer reporting agency or credit grantor to verify the information provided, and I consent
to the exchange of credit information with others at any time, including my payment history with

____________________________________ _______________________________________

Customer Signature  sales agent signature

Appendix 3c 
Page 3 of 6 

TNC 2016-293 
CCTS











The Agreement

SEE OVERLEAF

Retail Copy
February 27, 2014

Acct #:
Mobile #:
SIM #:

Store:

Location:
Rep ID:

Agreement Effective Date: February 27, 2014
Agreement End Date: February 27, 2016

Thank you for choosing 
This Agreement describes the products and services you selected.

Here's what we did today
My new device:
Device:
Serial #:

My deal:
Full Retail Price: $599.00
Device Discount: -$520.00
My price: $79.00

Device Balance Account:
New Device Balance : $520.00
Service Period in months: 24
Monthly reduction in Device Balance: $21.67
With these equal monthly reductions, your Device
Balance will be at zero on the Agreement end date
indicated above.

My rate plan:

SB Share+ SP 55 -
PDA

Anytime Minutes: Unlimited

Monthly Base Rate Plan Charge $55.00
Total Monthly Charge (including add-
ons)*

$100.00

Price Guarantee: During the service period,  will not change your monthly rate plan
charge or the services included in your rate plan without your consent. However,  may
change other terms, including charges for pay-per-use and optional services, after giving you
thirty days’ notice. Please refer to the Service Terms for full details. *Taxes are extra.

eTransaction #
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Included Services in Your Monthly Rate Plan

Unlimited LD minutes Text Messaging Services MHSI APN Access
Canadian LD @ $0.50 Shared Data Access SPARK Sampler
SMS Unlimited 911 Emergency Access Charge Call Display
Conference Calling Call Forward PPU Access Basic Voice Mail
Outbound Call Display On Call Waiting Service
Call Forward Pay Per Use

Services available on a Pay per Use basis are not included in your monthly rate plan. Current rates at the time of use will apply. For more information on Pay per Use
services and for current rates see .

Optional Services
Bus. Share+ 45 - 2+2GB Bonus $45.00 International Calling On $0.00
International Voice Roaming $0.00

Billing option: ❐ Summary paper bill = $3.00/account* ✔ e.bill - no cost

* You can remove the chargeable paper bill option at any time. Just log onto .

Optional services (also called add-ons) are billed monthly in advance. Taxes are extra. You may cancel an optional service at any time by calling  Client Care or
logging onto  . Service will continue month to month until you cancel it. Some optional services require the acceptance of additional
terms of service. You will be asked to accept these terms of service before using the service for the first time. Rates and full service descriptions for available add-
ons can be consulted at . One time service fees are charged at the current rate at the time of use. The list of one time services available and
current rates are posted at .

Additional Service Information

Device Warranty Information
If you purchased a new device with this Agreement, it is covered by a legal
warranty, guaranteeing ordinary use for a reasonable period of time, and by the
manufacturer’s warranty, which you can find in the packaging for the device. Each
manufacturer has its own warranty, but they generally cover repairs required to
fix defects for up to a year. The  Repair Program will assist you in taking
advantage of your warranty coverage, including the use of a loaner while your
device is in repair. For full details see .

Contacting 
When you sign up for service, you can register for a free  Learning
Centre session. An expert will take you through the functions of your device
and how to get the most out of the service. You can reach us at any time, toll-
free at  or from your device at *611 (a free call) or on Twitter

. To manage your account online visit 
. If you are entitled to a refund for incorrect billing,  will credit

your account within thirty days.

Coverage Maps
Coverage maps for  wireless services are available at 

. Coverage maps are approximate, since coverage can be affected by
a variety of factors, including buildings and other obstructions that limit how far a
signal can carry.

Device Unlocking
New devices purchased from  can only be used with  service, but
can be unlocked for a $35 fee. If you received a discount on the purchase price, the
device can only be unlocked after ninety days, if you are in good credit standing.

CRTC Wireless Code
The CRTC has created a Wireless Code that applies to your service, which you
can consult at crtc.gc.ca/wirelesscode. To make a complaint under the Wireless
Code, you can reach the Commissioner for Complaints for Telecommunications
Services at 1-888-221-1687.

Cancellation / Expiry

A cancellation fee equal to your outstanding Device Balance will apply if you cancel this Agreement before the end of your service period, or if  cancels this
Agreement because of your violation of the terms of service. You may cancel service by contacting us toll-free at  or from your device at *611 (a free
call). All other charges owing to  for use of the service will remain due upon the cancellation of this Agreement.

Expiry: At the end of your service period, your service will continue on a month to month basis, until you notify  that you wish to terminate service. Current terms
and conditions will apply. Any optional features that are not part of your rate plan will be billed at the current monthly rate. Promotional features will not be renewed.
If your rate plan is no longer available,  will use the nearest current rate plan to continue service.
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Important Terms

What charges should I expect on my first bill?
Your first  bill will contain:
1. Charges from today’s date to your first billing date; and
2. Regular monthly charges for the first complete month, billed in advance.
As a result of the charges for a partial month, your first bill will be higher than usual. Your next bill will better
reflect your ongoing monthly charges.

How can I manage my spending?
Under your Agreement, you have unlimited access to the service, but additional pay per use charges will
apply once you have used up the services included in your rate plan. However,  provides you with the
tools to cap additional data charges. Each month,  will send an SMS message to each device that has
incurred $50 of additional charges for data use in Canada and $100 of additional charges for international
data roaming. The user can then continue using data by replying to the SMS to accept further charges. The
additional charges will be calculated using the pay per use rate that applies to the user’s rate plan and service
options. For flex data plans, also known as Cost Assure plans, the cap starts once the data in the top tier
has been used. For international data roaming, the cap starts once the data included in any roaming package
you have purchased has been used.

Initials__________

How do  SharePlus plans work?
Each device connected to a  SharePlus plan has access to all the shared data. Once the shared data
is used, additional data charges will be calculated using the Pay per Use rate that applies to each user’s rate
plan and service options.

How do Flex plans work?
The amount of data available goes up in steps, or flexes, until you reach the top tier in the rate plan. Your
monthly charge is based on the data tier you reached in the month. Each month your plan automatically resets
to the basic data tier. If you go over the amount of data in the top tier of your plan, additional charges are
calculated on a Pay per Use basis.

Can I upgrade my device at any time?
Yes, as long you are in good credit standing. When you sign an Agreement with a discount on the purchase of
your device, the Device Balance account will appear on your monthly bill. Your Device Balance is the remaining
portion of the discount you received and it decreases in equal amounts every month over your service period.
By paying your Device Balance at the end of the last complete month elapsed since the beginning of this
Agreement, or since your last upgrade, you can upgrade to the new device of your choice and start a new
service period.

Can I change my rate plan or features?
You may change your rate plan or features at any time. Even if you received a discount on your device by
agreeing to a minimum monthly spend, you can chose a smaller rate plan by simply paying half of the Device
Balance as listed on your bill. Your Device Balance is reduced and you will no longer have a minimum spend
commitment.

Is there a trial period?
 has a customer Satisfaction Guarantee. If you are not satisfied with your phone or the service, you

can return the phone for a full refund and cancel service within fifteen days of the start of your service period.
Cancellation fees do not apply unless you have used more than thirty voice minutes or fifty text messages or
fifty megabytes of data. The device must be returned in near new condition with the original packaging. If you
are a person with a disability, this trial period is extended to thirty days and the usage limits are doubled.

When will I get my security deposit back?
If you provided a security deposit in order to get postpaid service, the deposit will be returned after one year
of continuous on-time payments and otherwise when your service is cancelled.  is entitled to deduct
overdue amounts from the security deposit.  will pay interest on the deposit when it is returned equal
to the Bank of Canada prime rate plus one percent. For full details, see the Service Terms.

Why are the Service Terms and the  Privacy Commitment important?
Your use of the service is subject to the Service Terms and the Privacy Commitment, which may be
consulted at . To receive paper copies, contact us
at  or from your device at *611 (a free call).

The Service Terms explain important legal rights, obligations and limitations.
■ The service may fail or be interrupted for many reasons, including network maintenance, physical

limitations inherent in the radio waves to deliver the service, and technical limitations arising from the
connection with other telecommunications companies.  does not guarantee service availability.

■  may make changes to its networks and undertake maintenance at any time without notice to you.
 may also update or change the software, features and settings on your device, including through

"over-the-air" instructions sent without notice, to ensure the device meets  standards.
■  will not be liable for loss of profits, data, earnings or business opportunities, economic loss,

punitive damages or any other loss caused by use or failure of the service or any device used with the
service.

■  networks can support a wide range of equipment. However, if you use equipment not purchased
from  the service may not work with your equipment in all areas.

The Privacy Commitment describes how  may gather, use and disclose your personal information. The
permitted uses include sending you marketing messages for other  services or that are tailored to your
interests, based on your use of  services. You can always unsubscribe. Every electronic marketing
message from  will have an unsubscribe option, and you can manage other types of marketing
messages from  by calling Client Care.

The Service Terms and Privacy Commitment are available online and in store. Please initial below if you do
not want to receive a paper copy.

Initials__________

Enhanced 911: Enhanced 911 service can provide emergency operators with improved location information.
For more information on the availability, limitations and characteristics of wireless e911 service and handsets,
please visit . Please note that  does not provide 911 operator services.
provides routing of 911 calls to the closest emergency service access point, and these are maintained by
local government agencies. If there is no access point serving the area where you make a 911 call, you will
not have 911 operator services.

Agents: The retailer has acted as an agent only for the activation of your mobility service with  and
assumes no responsibility for the provision of the service. In the event this is specified in the agreement
between  and the retailer,  will collect a portion of the charges as payment on the price of the
device you have purchased from the retailer.

My authorization
I have read the terms set out in this Agreement and agree to comply with them. Any use of the service by me
or any person I allow to access my device will mean that I unconditionally accept the Service Terms.

I consent to the publication of the  numbers assigned to my account (you may withdraw your consent
at any time by calling  Client Care). I consent to the exchange of my account and usage information
with other  companies and their affiliates or dealers, so that they can provide services in managing my
account or offer me additional services or products.

I authorize  to obtain information about my credit history from time to time. I authorize any
person, consumer reporting agency or credit grantor to verify the information provided, and I consent
to the exchange of credit information with others at any time, including my payment history with

____________________________________ _______________________________________

Customer Signature  sales agent signature
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Effective: 08/03/2015

YOUR INFORMATION:

YOUR RATE PLAN DETAILS:

If you exceed the usage allowed in your rate plan or change rate plans, additional usage charges may apply. Additional usage charges may 
change over time. See  for current charges.

CRITICAL INFORMATION SUMMARY

Date:  April 12, 2015
Activity:  Month to month service

Customer Name:  
Customer ID:  

(14-digit number for online/telebanking)
Corporate Code:   
Account Number:  
Mobile Number:  
Default Voicemail Password:  
Email:  
Address:

Monthly Payment Method:  Visa

Manage your account with 
View your usage, make payments, add features and 
more. Register online at 

Download the  app at 

YOUR DEVICE DETAILS:
SIM Number:  
IMEI/ESN/MEID:  

Commitment Period:  30 Days
Start Date:  April 12, 2015
End Date:  May 11, 2015

Your service will continue month-to-month after this end date.

Early Cancellation Fee:
There is no cancellation fee to end this agreement.

Plan:  zAIODynamicBiz Corp 250 36mth Minimum Monthly Charge:  $30.00

We're here to help. If you have any questions about your Bell Mobility service, you can access your 
account information anytime at bell.ca/mybell, or on your device with the Bell Mobility 
Self serve app, or call 1 800 667-0123 Mon.-Fri., 8 a.m. to 9 p.m. and weekends, 9 a.m. 
to 6 p.m.

Appendix 3d 
Page 1 of 17 

TNC 2016-293 
CCTS



Effective: 08/03/2015

YOUR RATE PLAN ADD-ONS:

If you exceed the usage allowed in your add-ons, additional usage charges may apply. Additional usage charges may change over time. See 
 for current charges.

(Taxes and additional usage charges are extra.)

THE CRTC

CRTC stands for Canadian Radio-television and Telecommunications Commission. They have created a Wireless Code that 
applies to your service, which you can find at crtc.gc.ca/wirelesscode.  is committed to ensuring that you know your 
rights and if you have a concern, please contact us at . If we are unable to resolve your issue to your 
satisfaction, you can reach the Commissioner of Complaints for Telecommunications Services at 1 888 221-1687.

•
•
•
•

Call Display $8.00
.09 Cdn Long Distance $0.00
Bell to Bell Calling 5 - Mob $5.00
Incoming and Outgoing SMS OFF $0.00

•
•

•

6pm to 8pm Calling $7.00
Business Anytime Unlmtd. Nights & 
Wknds

$10.00

zCORP Unlimited Mobile Browser $10.00

TOTAL MONTHLY CHARGE: $70.00

Appendix 3d 
Page 2 of 17 

TNC 2016-293 
CCTS 



Effective: 10/05/2015

Confirming your communication preferences. At , we use a number of ways to keep our customers informed of ways to 
save, new product releases and other useful information. You can manage your communication preferences as set out 
below.

For additional information, see  Commitment to Privacy at the end of this Agreement or contact  
.

Confirming your Agreement delivery preference. Your  Agreement (and related documents) will be sent to your 
confirmed email address of record for your account if you agree. You are responsible for any technical or other resources 
(including Adobe Reader software) required to access and print these documents. Unless you notify us within 48 hours of 
completing your transaction, we will assume you have received your documents. Remember that there is no guarantee 
that electronic delivery is reliable, private or secure. A copy of your Agreement (and related documents) is always 
available at .

Credit Information.  You agree to  collecting information about your credit history from another , 
credit grantor or credit reporting agency from time to time.  may also maintain and use credit history 
information to activate your service and assist in collecting amounts owed by you, and disclose your credit history with  

 to other grantors and credit reporting agencies periodically.

Our Agreement:  You agree (a)  you have read and understood the Critical Information Summary and attached Terms of 
Service and any attached Disclosure Statement and/or Preauthorized Debit Authorization (together called our 
"Agreement"); (b) you are bound by all terms and conditions contained in your Agreement; and (c) you are responsible for 
and will pay all charges incurred in accordance with the Agreement, including charges incurred by others using your 
services or device.

OUR AGREEMENT

(a) Electronic communications:  You agree that  
 and their affiliates and third-party marketing partners may send you commercial electronic messages about 

their products and services. You can either decline such communications or unsubscribe at any time at 
. You will continue to receive service-related messages even if you choose not to 

receive marketing communications.

(b) Telemarketing and automatic dialers:  By providing us with your preferred telephone or mobile number(s), you agree 
that  may contact you at the number(s) provided and inform you of new promotions. You can either 
decline such telemarketing communications or unsubscribe at any time by calling .

Customer's Signature Sales Consultant's Initials

Get to know your device.  Return Policy

Check out our step-by-step video 
tutorials and user guides at 

.

If you purchase a device from  which does not meet your needs, you 
may return it, if the device:

Device must be returned with original receipt to the store of purchase or to 
the address specified for returns if you purchased online or by phone. SIM 
Cards are not returnable once the packaging has been opened or the SIM 
Card is activated.
If you are a person with a disability, you may return your device within 30
calendar days of the commitment start date with up to double the usage 
indicated above.

(a) is returned within 15 calendar days of the commitment start date;
(b) is in "near new" condition with the original packaging, manuals and 

accessories; and
(c) has not exceeded 30 minutes of voice usage or 50 MB of data usage.
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Page 1Effective: 08/03/2015

TERMS OF SERVICE

The agreement between you (“Customer” or “you”) and   or “we”) includes the following 
documents, as they may apply to you:

• a summary setting out critical information about what you are signing up for (“Critical Information Summary”);

• an agreement page so you can signify your agreement to our terms (“Our Agreement Page”); and

• the actual terms of service spelling out your, and our, obligations (including the schedules attached) (“Terms of Service” and 
“Schedules”)

(together the “Agreement”).

You should review the entire Agreement. All of the parts are important and together create a legal contract that applies to you 
once you have accepted it.  relies upon your promise that you have reached the legal age of majority in your province or 
territory of residence and are authorized to enter into this Agreement. If you are a small business, then you and the individual 
user of the Services and the Device (defined below) are jointly responsible for all obligations in this Agreement, both individually 
and together. To help you to understand your rights and obligations under this Agreement, these Terms of Service are written in a 
question and answer format. At the end of these Terms of Service you’ll find ’s contact information.

1. What is covered by this Agreement? This Agreement is for “  Services” or “Services” (as they will be called in this Agreement), 
whether prepaid (“Prepaid”) or postpaid (“Postpaid”), which include any wireless telecommunications services provided by 
or through , including voice, text, data (including content) or other services, and account administration (for 
example, account changes and Customer support). This Agreement also applies to any wireless device (“Device”) to be used 
with the Services. Only  issued subscriber identity module cards (“SIM Cards”), which are required to connect your Device 
to  networks, can be activated on  networks.

2. How do I accept this Agreement? You (a) sign the signature page of this Agreement; (b) click “I Agree” or perform any other 
form of electronic acceptance; (c) agree verbally to enter into this Agreement; or (d) activate or use the  Services.

Your Communication Preferences

3. How does  market products and services to me? At  we use a number of ways to keep our customers informed of 
ways to save, new product releases and other useful information. You can manage your communication preferences 
as set out below.

(a) Electronic communications: You agree that  
 and their affiliates and third party marketing partners may send you commercial electronic messages 

about their products and services. You can either decline such communications or unsubscribe at any time at 
. You will continue to receive service-related messages even if you choose 

not to receive marketing communications.

(b) Telemarketing and automatic dialers: By providing us with your preferred telephone or mobile number(s), you 
agree that  may contact you at the number(s) provided and inform you of new promotions. You can 
either decline such telemarketing communications or unsubscribe at any time by calling .

(c) Relevant information:  strives to provide you with information that you will find relevant. You agree that  may 
use certain information about your account (such as device or equipment type, postal code and language 
preferences) and network usage to make some of the communications you receive and the ads you see on 
the devices and equipment used to access our networks more relevant to you. The information collected may 
include: for mobile, Internet and/or home phone services, information such as web pages visited, apps used, 
geographic location and calling patterns and for TV services, information such as programs viewed. Any ads you 
see will be random if you decline to participate in relevant advertising. You can withdraw your participation at 
any time at .

For additional information, see ’s Commitment to Privacy at the end of this Agreement or contact us at the  
.
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Availability of Your Service and 9-1-1 Limitations

4. Where are the Services available? Visit  for our latest service coverage areas and maps. Note that  and 
our roaming partners may, without notice, change networks or geographical coverage areas (both in and out of Canada) 
and remember that  isn’t liable for any loss you or anyone else may suffer as a result of any disruptions or outages to the 
Services, or as a result of any changes to the networks or geographical coverage areas (both in and out of Canada).

5. What speed can I expect from the Services? As fast as our technology and ability allow.  doesn’t guarantee the Services 
will achieve peak speeds (even if you pay extra to get higher peak speeds).  may deliver your Services from its different 
networks (including mobile networks and WiFi networks) in order to facilitate optimal network performance. If you violate ’s 
Responsible Use of  Services policy (“Responsible Use Policy”) in Schedule B, then  may reduce your speed for network 
management purposes. If you’d like, you can review the Responsible Use Policy for greater detail.

6. Is 9-1-1 always available? No.  provides 9-1-1 emergency call routing Service (“9-1-1 Service”), which may not always work 
for a variety of reasons. Also, 9-1-1 Service does not work with all Devices: data-only Devices like tablets, modems and turbo 
sticks/hubs can’t be used to call or access 9-1-1. While  provides emergency call routing when the 9-1-1 Service is available 
and the Device is capable, it is local government that provides the 9-1-1 emergency response services. If you live in an area 
where 9-1-1 emergency response services are not available, then your call may not be routed to a live operator. Contact 
your local government for additional information. For an explanation about enhanced mobile emergency call routing such as 
e-9-1-1 Service and information about where e-9-1-1 Service might be available, please visit .  is not responsible 
for any inability to access 9-1-1 Service, to the extent permitted by applicable law.

Managing Your Account

7. What is the length of my commitment? Month-to-month (“Month-to-Month Term”), unless you and  agree to a different 
commitment period (“Commitment Period”). If you agreed to a Commitment Period of 12 months or longer,  will notify 
you 90 calendar days prior to the expiry of your Commitment Period. To ensure continuity after your end date, this Agreement 
will continue to apply and  will continue to provide you with  Services on an ongoing Month-to-Month Term, unless you 
cancel your Agreement as provided in Section 54 or the Rate Plan (defined below) you subscribe to is no longer available.

8. What is the difference between a Rate Plan, an Add-on and Pay-Per-Use Services?  provides you with a variety of subscription 
options when ordering  Services. You can subscribe to a pre-defined bundle of Services (your “Rate Plan”), add features 
(not within the bundle) that interest you (an “Add-on”), and have the additional option of using and paying for certain Services 
as-needed (“Pay-Per-Use”). The amount you must pay for any use of the Services (your “Charges”) will vary depending on 
the combination of Services you select. Any usage over and above that which is included in your Rate Plan or Add-on is 
additional usage (“Additional Usage”) and will be charged in accordance with Section 9. Remember that you are responsible 
for choosing the combination of Services that is most appropriate to your needs.

9. What happens if I exceed the usage limits of my Rate Plan or Add-on? You will pay extra for that. Additional Usage will be 
charged to you at the Pay-Per-Use rate (visit ), unless your Rate Plan or selected Add-ons specify a different 
rate, which may change over time in accordance with Section 52.

10. Will I have to pay any fees in addition to the Charges described above? There may indeed be cases where additional fees (“Fees”) 
apply, for example, if a customer service representative completes a transaction on your behalf. Visit  
for additional information. Fees are usually charged separately from your Rate Plan and may change from time to time in 
accordance with Section 52.

11. How does  help me to manage my account and Charges? You can review your account and your voice, text and data 
usage online through , or by downloading the  Self serve App to your Device. You can update account 
information, add Add-ons to your account, view your Rate Plan details, and monitor and manage your monthly activity to 
ensure your usage remains within your Rate Plan or Add-on limits through your Self serve profile.

12. How does  calculate my usage Charges? It depends on the Service being used.

(a) Voice: Both local and long distance calls are rounded up to the nearest minute, unless otherwise stated. Time begins when 
you initiate a call (for example, by pressing “Send”) or, for calls you receive, from the moment the call request connects to 

’s network (which may be before the Device rings) until the time the activity is disconnected (for example, by pressing 
“End”). If you call a phone number outside of your local coverage area or if you receive a phone call when outside your 
local coverage area you may be charged for long distance Services. Airtime and long distance Charges also apply to 
call forwarding. For an explanation of local and long distance coverage areas, visit .
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(b) Text:  counts your incoming and outgoing text messages. Long text messages may be broken up into smaller segments, 
in which case you will be charged per segment. There may be circumstances where your Device is inactive and incoming 
text messages are received by ’s networks but cannot be delivered to your Device. Applicable text Charges continue 
to apply and you will be billed for those text messages even if you do not immediately receive them. Interactive text 
messages (also known as premium short code messages) are billed outside of normal text message Charges and 
additional Fees apply. Premium short code messages can be stopped by replying to a message with the word STOP. Visit 

 for further information or to block premium short code messages.

(c) Data: Data usage is rounded up to the nearest kilobyte, unless otherwise stated (for example, Mobile TV). Applicable data 
Charges apply from the moment a data transmission starts and are measured by the data sent and received by ’s 
networks in connection with such transmission, whether or not the data request is successfully completed. This means that 
usage details that you see on your account may be greater than the data actually received by your Device in connection 
with the Services. Certain Rate Plans or Add-ons that include data may apply to on-Device transmissions only – so if you 
use your Device as a modem or tether, then you may be charged Pay-Per-Use Charges for data Services.  will notify 
you (or other subscribers on your account) at or before you (or they) reach Additional Usage Charges for data of $50 per 
subscriber on your account, per billing cycle. If you (or they) wish to continue to incur Additional Usage Charges after this 
notice, then you (or they) will be given the opportunity to expressly consent to continued Additional Usage Charges. If you 
(or they) do not expressly consent to such Additional Usage Charges, then your (or their) ability to access data Services 
will be suspended. You will also receive notice if your access to data Services is restricted or suspended due to a credit 
limit or past due amounts.

(d) Roaming: You’re “roaming” whenever your Device has to use another wireless service provider’s network to send or 
receive voice, text or data transmissions. Roaming can occur in Canada or internationally. Depending on your Rate Plan, 
international roaming rates may be significantly higher. Your Device will not be able to roam internationally unless you ask 

 to enable this function and  agrees to do so. Certain Rate Plans do not include international roaming and some 
Devices are unable to roam internationally. If you enable this function and enter an international roaming area, you will 
be advised that you are roaming internationally and be provided with details on your roaming rate Charges. For current 
roaming rate Charges, visit .  will notify you (or subscribers on your account) once you (or they) reach 
Additional Usage Charges for international data roaming of $100 per subscriber on your account per billing cycle. If you 
(or they) continue to incur Additional Usage Charges after this notice, then you (or they) will be given the opportunity to 
expressly consent to continued Additional Usage Charges. If you (they) do not expressly consent to such Additional Usage 
Charges, then your (or their) ability to send or receive data transmissions while roaming will be suspended. You will also 
receive notice if your data roaming is restricted or suspended due to a credit limit or past due amounts.

Rounding practices for U.S. and international voice and data roaming may vary depending on how the wireless service 
provider permitting you to access their network calculates usage.

13. Can I change my Rate Plan after I agree to a Commitment Period?  may restrict Rate Plan changes, or require that you pay 
a Cancellation Fee (as described in Section 55).

14. What if I move during my Commitment Period? Certain Rate Plans are only available in certain locations. If you move to a 
different location than the one indicated on your account and wish to continue your  Services, you may need to change 
your Rate Plan (see Section 13) and/or your mobile number. Visit  as additional Fees may apply.

15. Can I share my Rate Plan with family and friends? Certain Rate Plans can be shared (check the Rate Plan details), but there are 
some things you should consider. If you share a plan with others (“Share Plan”), your Services are pooled and made available 
on a first-come, first-served basis each monthly billing cycle among the subscribers on the account. In other words, you might 
not receive the full allowance of Services in your Rate Plan in any monthly billing cycle if the included allowance is used up 
by other subscribers first. Some Services in a Share Plan can’t be shared, and some Services cannot be blocked from other 
subscribers. A Share Plan requires at least two Devices on two separate plans designated as sharable.

16. Does my Rate Plan include a system access fee and/or $0.75 9-1-1 Service Fee? System access fees (“SAF”) and 9-1-1 Service 
Fees apply only to certain Rate Plans and are charged as part of the consideration for  providing Services to you. Unlike the 
Government 9-1-1 Fees described in Section 43, they are not required by nor collected for any government. If you wish (and 
subject to Section 13), you may select one of ’s current Rate Plans that do not charge SAF or 9-1-1 Service Fees.

17. Do I own the mobile number that  assigns me? No. You do not own or acquire any right in any assigned mobile number or 
identifier for  Services (e.g. IP address, email address,web space URL, host name, Internet fax).  may, at any time and 
without liability, change or withdraw any number or identifier assigned to you. Your mobile number may be automatically 
transmitted to the person you call, other carriers or to us. You can block this display either permanently or on a per-call basis at 
any time in accordance with the instructions posted from time to time on .

18. Can I keep my mobile number?

(a) Transfers to   will ask your existing service provider to “transfer-in” or “port-in” your existing mobile number if you: 
(i) confirm that you have the right to make the request; (ii) authorize  to share with your existing service provider your 
information relevant to the transfer request (which may include personal information); and (iii) complete and sign any 
required request form. You are responsible for payment of fees and taxes owed to your existing service provider.
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(b) Transfers from  If you or your new service provider ask us to, and your assigned account and mobile number are 
active,  will process a “transfer-out” or “port-out” request for your mobile number to your new service provider. You are 
responsible for all Charges, Fees and taxes associated with the transfer from  including any applicable Cancellation 
Fee and unpaid account balances. Please refer to Section 54 to understand how to end your Agreement.

 is not responsible for any interruption, disruption or disconnection of any services associated with the mobile number which 
is the subject of a transfer request. A “transfer” of a mobile number does not include the transfer of any associated services 
(including voicemails), or devices.

19. Who is responsible for protecting my account and Device? You are responsible for the protection of your account(s) and 
password(s) and for all use of your account, the  Services and your Device by yourself and any other users (authorized or 
not). You are responsible to back up and safeguard your data, including your text, email and voicemail messages.  may 
also require that you take proactive measures to protect your Device (such as, for example, updating software).  may 
delete your data and reset your Device to factory settings in certain circumstances.

20. How does  help to ensure responsible use of  Services?  works hard to ensure the continuous, efficient operation 
of the  Services and enforces the rules contained in the Responsible Use Policy.  requires your compliance with the 
Responsible Use Policy and all applicable laws when using the  Services, including your safe use of Devices and specifically, 
your use of handsfree capabilities during situations when you might be distracted (such as driving, biking or walking with 
your Device). Not all Services work with all Devices -- it is your responsibility to ensure that your chosen Device is able to fulfill 
your requirements, including that it is compatible with connecting technologies if you need handsfree or similar capabilities. 

 may, but is not required to, monitor (electronically or otherwise) or investigate your use of  Services and networks, 
including Device location, network consumption, use of Programming (as defined in Section 23) or your content.  may 
disclose any information necessary to satisfy any law, regulation, governmental or other lawful request from any applicable 
jurisdiction or as necessary to operate and optimize  Services and to protect itself or others and ensure Services are not 
being used contrary to the Responsible Use Policy.

Content

21. Am I responsible for content that I provide in connection with  Services? Yes. It is your responsibility to ensure that you 
have the rights to any content you post, upload, store, transmit or communicate to others using the  Services, including 
data, documents, videos, music, photos, etc.  is not liable for the unauthorized use or distribution of this content (including 
third-party content).

22. Can  use my content? Only as required to provide the  Services. In providing the Services,  may need to use, copy, 
adapt, transmit, display, publish and perform, distribute and create compilations and derivative works from your content. By 
agreeing to receive the Services, you agree to waive your moral rights and you authorize  to perform these activities in 
relation to your content anywhere in the world. You acknowledge that  may store your content so you can access it, but 
that if you fail to access such content within a certain period of time (as determined by ), or if the applicable Service is 
modified or terminated,  may delete it without notice to you.

23. What content does  provide?  provides content as part of certain  Services, including programming packages and 
subscriptions, pay-per-view, on-demand and interactive services, applications, a la carte programming and any other related 
Services that  provides to you (“Programming”).

24. Is the Programming I subscribe to always available? No. All Programming is provided on a “subject to availability” basis and is 
subject to change.  will not refund Charges or credit you for any blackout period or temporary interruptions.

25. Can I redistribute the Programming I subscribe to? No. Programming may not be redistributed, rebroadcast, transmitted or 
performed in any form, and no admission may be charged or any other consideration received by or for your benefit from any 
third party in return for allowing such third party to listen to or view any Programming provided by or through 

Your Device

26. What happens if I want to upgrade my Device? You can always login to your Self serve profile on  to see if you are 
eligible for a Device upgrade. You will be required to enter into a new Agreement with  at the time of the Device upgrade. 
Early upgrade Fees may apply. Discounted Device upgrade offers are made available in ’s sole discretion, and may be 
withdrawn at any time.

27. What happens to my content if I upgrade, trade in or replace my Device? If you plan to stop using your Device, it is your 
responsibility to delete any personal information and content it contains. To do so, you must reset the Device to factory settings. 
Visit  to find out how. If you upgrade or replace your Device, your content may not be transferable. If your 
content is important to you, then ask whether the content can be transferred.
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28. How does  install required updates on my Device? When you accept this Agreement, you agree to  updating the 
software, features and settings on your Device and/or SIM Card wirelessly as necessary, without additional notice, and you 
agree that these updates may be required in order to continue receiving the Services.

29. Can I unlock my Device and is there a Fee? When you purchase a Device from  it will be locked and can only be used on 
the  network. If your Device was provided at a discount as part of this Agreement and your account is in good standing 
and your Device is eligible, you can unlock your Device after a minimum of 90 calendar days, if you pay an unlocking Fee 
(plus applicable taxes) of $50, or $150 if your account carries a security deposit or is subject to a credit limit. If your Device 
was purchased from  at full retail price or you brought your own Device (originally purchased from ), your Device can 
be unlocked upon request and payment of an unlocking Fee of $50, plus applicable taxes. If your account is past due, your 
Device will not be unlocked until your account balance is paid in full using a credit card. Visit  for details.

30. What is ’s return policy? If you purchase a Device from  which does not meet your needs, you may return your Device (up 
to 2 Devices per subscriber) if the Device: (a) is returned within 15 calendar days of the start date; (b) is in “near new” condition 
with the original packaging, manuals and accessories; and (c) has not exceeded 30 minutes of voice usage or 50 MB of data 
usage. SIM Cards are not returnable once the packaging has been opened or the SIM Card is activated. If you are a person 
with a disability, your Device may be returned in “near new” condition with the original packaging, manuals and accessories 
within 30 calendar days of the start date and double the corresponding permitted usage set out above.

31. What happens if my Device is lost or stolen? As soon as you let us know that your Device has been lost or stolen, we can suspend 
your Service. If you report your Device as lost or stolen, and  has not been notified of its return within a specified time period, 
then the Device may be permanently disabled. Remember that this Agreement continues to apply even after you have 
reported your Device lost or stolen. What happens with your Charges or account balance depends on whether your Services 
with  are on a Postpaid or Prepaid Rate Plan, as set out below:

(a) Postpaid: You must pay (i) all Charges and Fees, plus applicable taxes, incurred up until such time as we receive your 
notice that the Device was lost or stolen; and (ii) either your minimum monthly Rate Plan Charge (if you continue this 
Agreement) or the applicable Cancellation Fee (if you cancel this Agreement).

(b) Prepaid: In order to ensure that your future Prepaid funds are not compromised, we will suspend your recurring Charges 
and any automatic Top Up program that you participate in (as defined in Section 36) once you notify us that your Device 
was lost or stolen. However, the Active Period (as defined in Section 36) applicable to your existing Prepaid funds continues 
to run when the Device is lost or stolen. Accordingly, you must continue to manually Top Up your Prepaid account within 
7 calendar days of the end of the active period applicable to the Prepaid funds in your account to maintain your existing 
Prepaid account balance.

32. What happens if my Device doesn’t work? Check your Device manual for troubleshooting tips that might help you solve 
the problem. You will also find troubleshooting information on our website at . See Section 49 if your Device is 
covered by a manufacturer’s warranty and needs to be repaired. If you give your Device to  for repair, you are responsible 
for backing up any personal information and content contained on the Device which you want to preserve and then deleting 
it (by resetting your Device to factory settings) prior to giving your Device to . Visit  to find out how.

33. Will I receive a loaner Device while my Device is being repaired? If the Device was purchased as part of this Agreement and 
either the Device is within the manufacturer’s warranty period or you subscribe to ’s Smart/Phone Care Plan, you will be 
provided with a loaner device (along with related accessories) (“Loaner Device”) for free, if we have one available. If  is 
unable to provide you with a Loaner Device and you would otherwise have to pay a Cancellation Fee to avoid paying for 
Services during this time, then your Services will be suspended and you will not be charged for your Services while your Device 
is being repaired. If your Device is being repaired by  and it is not covered by the manufacturer’s warranty or ’s Smart/
Phone Care Plan, then you may be charged a Fee plus applicable taxes for the Loaner Device.

34. What do I do with my Loaner Device once my Device is repaired? Simply return it to the retail store location specified by 
 within 5 business days of receiving your repaired Device, unless instructed otherwise by . Please remember that you 

must delete any personal information and content the Device contains (by resetting it to factory settings) prior to returning the 
Device to .

35. What if I lose, damage or fail to return the Loaner Device? You’re responsible for the Loaner Device. If you don’t return the 
Loaner Device in good working order and without visible defects or damage, then you may be charged a Fee to replace 
the Loaner Device, as set out at  without further notice. This Fee may be paid either in-store or, in some 
circumstances, applied to your account.

Billing and Payment

36. How does  bill me for  Services? Your billing arrangement depends on whether we are providing you with Prepaid or 
Postpaid Services. You must pay all Charges, plus applicable Fees and taxes.
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(a) Postpaid: If we are providing you with Postpaid Services, you will be billed monthly in advance. Your account will be 
assigned a billing date (“Billing Date”). On your first bill there will be Charges for any Services which were provided 
between your start date and Billing Date, so the total monthly Charges on your first bill may be different from the amount 
shown on your Critical Information Summary. Your bill will include Charges for your Rate Plan, your Add-ons and your 
Pay-Per-Use Services, Additional Usage Charges and any additional Fees, plus applicable taxes. Your bill is payable on 
receipt. Make sure you pay on time because all amounts owing which are not paid by you or received by  by your next 
Billing Date are overdue and you will be charged and must pay interest at the rate of 3% per month (42.586% per year) 
(“Late Payment Charges”) on all overdue amounts calculated and compounded monthly from the Billing Date. Recurring 
Charges billed in advance will not be refunded upon the cancellation of your Agreement.

(b) Prepaid: If we are providing you with Prepaid Services, you will not receive a monthly bill. You must maintain a positive 
balance of funds in your Prepaid account in order to use the Services. To add funds to your account, you must “Top Up”. 
Taxes are extra. Prepaid funds are valid for a specified number of days starting from the time on the day they are added 
to your account (“Active Period”). Unused funds will expire at the end of the Active Period. Expired Prepaid funds will be 
restored if you Top Up your account within 7 calendar days of their expiry. If you Top Up your account before your existing 
Prepaid funds expire (or are used up), then your Top Up will be added to your existing Prepaid funds and the Active Period 
for the Top Up will apply to the combined amount of Prepaid funds. Prepaid funds are non-refundable. Any Prepaid funds 
which are added to your account on a promotional basis will have an Active Period of 30 calendar days unless otherwise 
stated and are not restored or extended by Top Up. Any included but unused minutes, text messages or data in Prepaid 
Rate Plans or Add-ons will not carry over beyond the applicable Rate Plan or Add-on period. If you use an automatic 
Top Up program to add funds to your Prepaid account, the funds may take up to 48 hours to be deposited into your 
account. You cannot transfer any funds deposited into your Prepaid account to another account. Visit  
for additional information.

37. How can I pay for  Services? It depends on whether we are providing you with Prepaid or Postpaid Services.  may also 
have specific payment method requirements.

(a) Postpaid: You can pay your bill online through your bank account, by cheque (through the mail) or by credit card, 
unless otherwise advised. You may also set up a pre-authorized payment plan (which may be required to obtain certain 
Services). If you provide a credit card or bank account (or other pre-authorized payment method) to  for your monthly 
payments, you authorize  to charge your credit card or debit/charge your account for all outstanding Charges, 
additional Fees, applicable taxes and account balances due under this Agreement, including any applicable Late 
Payment Charges and Cancellation Fees (as defined in Sections 36 and 55 respectively). You confirm that the credit 
card or bank account from which you have authorized payment is in your name, is valid and has not expired. Your current 
and authorized credit card information appears on your Customer account profile at , and your current 
authorized bank account information is on your Preauthorized Debit Authorization form.  may charge your account a 
Fee plus applicable taxes if your payment is refused by your financial institution for insufficient funds to the extent permitted 
by law. This Fee is to offset costs incurred by .

(b) Prepaid: You have a variety of options to Top Up your Prepaid funds. You can Top Up with your credit card or a prepaid 
card, or participate in a monthly Top Up program with a pre-authorized credit or debit card, or pre-authorize your 
credit card and do one-time Top Ups with your assigned personal identification number. Please visit  for 
additional information.

38. Will  ever require an immediate interim payment? Sure. If we notice usage inconsistent with your normal usage pattern, for 
example,  may require you to pay certain amounts owing on an immediate interim basis, and in advance of your next Billing 
Date. If this happens, you must pay these amounts on or before the required payment date to avoid suspension or termination 
of your  Services. If your account is subject to a credit limit, you must ensure your usage Charges and Fees (both billed and 
unbilled) remain below your assigned credit limit to avoid suspension of your Services.

39. How do I correct a payment error? To correct any payment made by you through electronic means (such as Internet or 
telephone banking or ATM machine), you must ask your financial institution to correct the error.

40. Is a consolidated bill available if I subscribe to  Home phone, Internet or TV as well as Mobility Services? By entering into this 
Agreement, you agree to receiving one bill for the  Services and the services of other  companies (known as “OneBill”) 
if and when such consolidated billing is available and if you meet eligibility requirements.

41. What if I have a concern about a Charge or Fee? You have to contact us within 90 days of either the Billing Date (for Postpaid 
Services) or the date the Charges and Fees were incurred (for Prepaid Services) otherwise we assume you accepted them. 
Any Charges or Fees you are questioning will not be considered past due unless  has conducted an investigation and 
concluded that the Charges or Fees are correct and there is no basis for the dispute, or reasonably believes you are using the 
dispute to evade or delay payment. All undisputed portions of the applicable Charges and Fees and applicable taxes must 
be paid by the required payment date. Any undisputed and unpaid amount will be considered past due and you will be 
charged, and must pay, the applicable Late Payment Charge. If you are entitled to a credit from  you confirm that you 
have made no separate claim for a refund for the same amount from a financial institution.  will apply any credits due to 
you from  against future Charges and Fees payable.
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42. How do discounts or promotions work?  will apply any discounts, incentives or promotions to your account while: (a) maintains 
these discounts, incentives, or promotions; and (b) you meet the applicable eligibility requirements (including, maintaining 
your discounted Rate Plan without interruption).  may change any discounts, incentives or promotions and their eligibility 
requirements at any time. Discounts, incentives and promotions may take more than one billing cycle to be applied and appear 
on your bill and will not be applied retroactively.

43. Why does  charge a government 9-1-1 Fee?  does not provide emergency services, but does provide a 9-1-1 Service 
to assist with emergency call routing (as described earlier). In addition to any 9-1-1 Service Fee  may charge you itself for 
providing emergency call routing,  is required to remit mandatory 9-1-1 Fees in accordance with applicable law to some 
provincial or territorial governments for their provision of emergency services (“Government 9-1-1 Fees”). You agree to pay 
any applicable mandatory Government 9-1-1 Fees. Visit  for details. See Section 6 for limitations that apply to ’s 
emergency call routing 9-1-1 Service.

44. Does  require a security deposit?  may require a security deposit and will provide you with the reason for requiring a 
deposit. Deposits will earn simple interest based on a rate of 1% above the Bank of Canada’s Target for the Overnight Rate in 
effect, calculated monthly on the last day of your monthly billing cycle, prorated for any partial month  holds the security 
deposit. When the  Services are cancelled or the conditions justifying the security deposit no longer apply (typically when 
you make six (6) consecutive monthly bill payments in full and on time),  will apply the security deposit and any earned 
interest against any outstanding amount owing, then refund you the balance of the deposit, if any, within 30 calendar days. 
Accounts with multiple subscribers will have the security deposit refunded on the earlier of when all subscribers on the account 
have cancelled Services or after six months from the last subscriber being added to the account and the account remaining 
in good standing. Accounts that have a security deposit requirement are not permitted to participate in ’s OneBill billing 
option (described in Section 40).

45. What if I owe money to another  company? If your account with  
 is in arrears,  Mobility may invoice you for, collect or set off any amounts owed to these  companies.  may 

also refuse to provide you with any  Services.

Your Information

46. How can I be sure that  has accurate contact information for my account? Remember you are responsible for keeping 
the contact and payment information you provide to  for yourself and any authorized users (including name, mailing 
address, email address, telephone number, credit card or bank account information) up to date. Visit  or call 
us to confirm that the information we have on file is correct. If you do not provide a forwarding address you may forfeit any 
outstanding credits or deposits on your account.

47. How does  protect my personal information? Your privacy is important to . ’s commitment to privacy protection is 
found at the end of these Terms of Service for your convenient reference.  protects your personal information in a manner 
consistent with ’s Privacy Policies available at  and applicable laws. By entering into this Agreement, you 
agree that  Mobility may share your information with  

 and their affiliates.

Warranties and Limitation of Liability

48. Are there any warranties on the  Services? To the extent permitted by applicable law,  makes no warranties, 
representations, claims, guarantees or conditions of any nature, express or implied, including fitness for a particular purpose, 
merchantability, title or non-infringement, with respect to any  Services and does not guarantee that communications are 
private or secure.  assumes no liability for any claims, damages, losses or expenses arising out of or otherwise relating to the 
unavailability of any  Services, even where such unavailability occurs after activation of the  Services.

49. Are there any warranties on Devices that I purchase from ? is not the manufacturer of your Device. Your Device purchased 
from  is subject to the manufacturer’s warranty, which is valid typically for one year from the purchase date of your Device 
with your original receipt. Some Devices may have a longer warranty period. Please review the manufacturer’s warranty 
provided with your Device or through the manufacturer’s website to understand what protection it offers and the duration 
of the warranty. Under certain provincial laws, implied warranties as to the quality or fitness for a particular purpose may also 
cover your Device. This would apply if you advised  of the particular purpose for which you will require the Device, you were 
not able to inspect the Device for defects or if the warranty is an industry practice. For repairs to an iPhone Device covered by 
the manufacturer’s warranty, contact  at . For all other Devices covered by the manufacturer’s warranty, 
bring your Device to a designated  store with an assistance centre (visit ). Please visit  
for additional information about warranties. If your Device is not covered by a manufacturer’s warranty or ’s Smart/Phone 
Care Plan,  may, but is not required to, arrange with the manufacturer on your behalf to repair an out-of-warranty Device 
and may charge you Fees plus applicable taxes for such repair Services, which you will be advised of before being charged. 

 disclaims any other representations, warranties, and conditions, express, implied or statutory, except to the extent that this 
disclaimer is expressly prohibited by any law that applies to .
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50. How does  limit its liability? To the extent permitted by applicable law, ’s liability for negligence, breach of contract, tort 
or other causes of action, including fundamental breach, is limited to payment, upon request, for actual and direct damages 
of a maximum amount of the greater of $20 or an amount equal to the Charges payable by you during any Service outage. 
Other than the above-mentioned payment and to the extent permitted by applicable law,  is not responsible to anyone 
for any damages, including direct, indirect, special, consequential, incidental, economic, exemplary or punitive damages. 
This limitation of liability does not apply to damages resulting from physical injuries, death or physical damage to your property 
wholly caused by ’s gross negligence.

51. Are there any circumstances when  has no liability at all? In addition to the circumstances specifically described elsewhere 
in this Agreement where  has already stated it is not responsible for any claims, losses or damages, including Section 50, 

 will not be responsible for any claims related to the distribution of content by you or third parties. More generally,  will 
not be responsible for failing to meet obligations due to causes beyond its reasonable control, including work stoppage, 
labour disputes and strikes, pandemics, war, terrorism, civil insurrection, government decree, failure of the public power grid, 
unlawful acts, your failure to act in accordance with this Agreement, or the act or omission of a telecommunications carrier 
whose network is used in establishing connection to a point which  doesn’t directly serve, acts of nature and all other force 
majeure events

Changes to Your Agreement

52. Can  make changes to this Agreement or the  Services? Yes. By giving you at least 30 calendar days’ prior notice in 
writing,  may change: (a) your Prepaid Services and associated Charges; (b)  Services which are provided to you on 
a Month-to-Month Term (including Add-ons and Pay-Per-Use Services) and associated Charges; and (c) Fees. Such changes 
may include the modification or termination of a Service.  may only change other  Services and their associated 
Charges in accordance with applicable law.  may give you notice of a change by posting it on , by including it on 
your bill, by sending it to you by email or text message, or by any other reasonable method. Subject to ’s right to make these 
changes, no other statements (written or verbal) will change this Agreement.

53. Can I make changes to these Terms of Service? You may not make any changes to these Terms of Service. However, depending 
on the  Service you subscribe to and your Rate Plan details, you may be able to add or remove certain Services, subject to 
Section 13. You will need to check your Service details to see if additional Fees or Charges may apply.

Ending Your Agreement

54. How do I cancel my Services? We’ll be sorry to see you go, but if you need to, you may contact  to cancel some or all 
of your  Services. Cancellation is effective the date  receives your cancellation notice (or the date you request the 
cancellation to take effect) (“Cancellation Date”) and you will be charged and must pay the applicable Charges, Fees and 
taxes up until the Cancellation Date. If you have a credit owed to you for under $10 after your Postpaid account is closed, 
you must contact  to request that a cheque be mailed to you. Credits owed to you on your Postpaid account over $10 will 
be sent to your preferred mailing address automatically. SIM Cards will be deactivated and may not be reactivated. If you 
have a Postpaid account, you must contact your financial institution to cancel any pre-authorized debit and credit card 
authorizations relating to your account. If you have a Prepaid account and use an automatic Top Up program to add funds 
to your account, please contact us to cancel the automatic Top Up.

55. Will I be charged a Cancellation Fee if I cancel my Services? That depends. If you cancel a  Service that is subject to a 
Commitment Period prior to the end date, you must pay  a Cancellation Fee. The Cancellation Fee will be equal to your 
remaining Device balance at the time of cancellation, as determined in accordance with the “Cancellation Fee” section 
shown on your Critical Information Summary (“Cancellation Fee”), plus any applicable taxes. If you have no remaining Device 
balance outstanding and you are on a Month-to-Month Term (or you have a Prepaid account), you will not be charged a 
Cancellation Fee. The Cancellation Fee is not a penalty.

56. Can  disconnect my Services for non-payment?  may disconnect any  Service or terminate this Agreement if: (a) you 
fail to pay an account that is past due, provided the amount owing exceeds $50 or has been past due for more than two 
months; (b) you fail to provide or maintain a reasonable security deposit or alternative as requested by ; or (c) you have 
previously agreed to a deferred payment plan with  and you fail to comply with its terms. If  is about to disconnect 
your Service, you will be provided with a minimum of 14 calendar days notice prior to disconnection, and that notice will let 
you know (i) the reason for the disconnection and amount owing; (ii) the scheduled disconnection date; (iii) information 
on the availability of deferred payment plans; (iv) the amount of the reconnection charge (if applicable); and (v) contact 
information for a  representative who can speak with you about the disconnection.  will attempt to notify you at least 
24 hours in advance of your scheduled disconnection unless repeated attempts to contact you have failed. Disconnection 
will always occur on weekdays between 8 a.m. and 9 p.m. or on weekends between 9 a.m. and 5 p.m. (unless the weekday 
or weekend day precedes a statutory holiday, in which case disconnection may not occur after noon) in your province or 
territory of residence. See Section 41 if you dispute any Fees that are past due.
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57. Are there other circumstances when  may suspend or disconnect my Services? Yes.  can, without notice and for cause, 
suspend, cancel or refuse to provide  Services to you (including blocking numbers or area codes), or disable your Device. 
Cause includes: (a)  would have to incur unanticipated, unaccounted for, unusual or unreasonable expenses to provide 
any  Service (such as certain conference services or adult services or to high-cost areas); (b)  has a reasonable suspicion 
that fraudulent activity has occurred or is likely to occur; (c) If your Prepaid account remains at $0 for 120 calendar days (or 
other applicable period) (note: you will also lose your mobile number and other identifiers); (d) you fail to comply with any 
part of the Agreement, including the Responsible Use Policy; or (e) your use of  Services is not consistent with your ordinary 
usage patterns.

58. Will I be charged a Cancellation Fee if  disconnects my Services? If  cancels your  Services for cause, a Cancellation 
Fee plus applicable taxes will be charged to your account.

59. Do I still have to pay  if my Services are suspended? Unless you are told otherwise (for example, in circumstances set out in 
Section 33), you are responsible to pay for your  Services even while they are suspended. If your  Services are suspended 
and the reason for suspension has not been resolved within 14 calendar days from the suspension date,  may cancel 
your  Services. If you wish to resume your subscription to any  Service, you must pay the applicable (re)connection Fee 
as set by , plus applicable taxes.  is not responsible for notifying any third-party providers of services, merchandise or 
information of the termination of the  Services or this Agreement.

60. Does any part of this Agreement continue after termination of my Services? Yes. The following sections will continue to survive: 
Sections 36-45 (Billing and Payment), Sections 46-47 (Your Information), Sections 48-51 (Warranties and Limitation of Liability), 
this Section 60 and the Our Agreement Page will remain in effect even after the applicable  Service or Agreement has 
been cancelled.

General

61. What if parts of this Agreement become unenforceable? If any part of this Agreement becomes unenforceable, the remaining 
parts will continue to apply to you and . Remember that even if  decides not to enforce any part of this Agreement for 
any period of time, that part still remains valid and  can enforce it in the future.

62. What laws apply to this Agreement?  is federally regulated. This Agreement is governed by the federal laws and regulations 
of Canada, including the Canadian Radio-television and Telecommunications Commission’s Wireless Code of Conduct which 
sets out the basic rights of all wireless customers and can be found at crtc.gc.ca, along with additional helpful information.

63. What if I have a complaint that  hasn’t been able to resolve? If you have a complaint that ’s Customer service department 
(contact information listed below) has been unable to resolve to your satisfaction, you can contact the Commissioner for 
Complaints for Telecommunications Services (CCTS): P.O. Box 81088 Ottawa, Ontario, K1P 1B1. Toll-free: 1 888 221-1687. 
TTY: 1 877 782-2384. Fax: 1 877 782-2924. Email: response@ccts-cprst.ca. CCTS website information is at: ccts-cprst.ca.

64. Can this Agreement be transferred?  may transfer or assign all or part of this Agreement (including any rights in accounts 
receivable) at any time without prior notice or your consent. You may not transfer or assign this Agreement, your account or 
the  Service without ’s prior written consent.

65. Is this Agreement available in alternative formats? Yes. You can request alternative formats through ’s Accessibility Services 
Centre at , via email at , or Monday to Friday in your province/territory of residence 
between 8:30 a.m. and 5 p.m. at  or  and ask for the Accessibility Services Centre. To contact the 
Accessibility Services Centre using a TTY in : , or in : .

66. What if I prefer this Agreement to be in French? You are receiving this Agreement in English because you requested a copy in 
English. Vous avez demandé que cette entente ainsi que tous les documents en faisant partie soient rédigés dans la langue 
anglaise mais si vous souhaitez que votre entente soit en français, veuillez communiquer avec nous, aux coordonnées indiquées 
à la fin de ce document.

Contact Information

We’re here to help. If you have any questions about your  Mobility Service or your Agreement, we’d be happy to help. Contact 
us anytime online at , or call  Monday to Friday from 8 a.m. to 9 p.m. in your province/territory of 
residence and weekends 9 a.m. to 6 p.m. Our mailing address is:  

.
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SCHEDULE A: SMART/PHONE CARE

The following terms only apply to you if you have signed up for a Smart/Phone Care plan (“SPC” or “SPC Plan”) including, 
SPC Extended Plan, SPC Premium Plan, SPC Mobile Expert & Support Apps Plan or an available combination of plans (such as 
SPC Total Protect Plan) and are an active  Customer at the time you file a service request. For more information on ’s 
SPC Plan, visit .

1. How do I subscribe to an SPC Plan? That depends on which SPC Plan you wish to subscribe to. You can subscribe to any of 
the SPC Extended Plan, SPC Premium Plan or SPC Total Protect Plan for protection of your eligible turbo stick, wireless phone, 
smartphone premium smartphone, tablet or premium tablet (each a “Device” for the purposes of this Schedule A) at time of 
activation or upgrade, or you may sign up at a  store within 30 calendar days of your start date. A visual inspection of the 
Device is required because previously damaged Devices are not eligible for the SPC Plan. Once you have signed up, a phone 
call from or to the Device must be made (or for turbo sticks, tablets and premium tablets, a minimum of 1 kilobyte of data must 
be transmitted) for SPC coverage to begin (“Protected Device”). You may sign up for the SPC Mobile Expert & Support Apps 
Plan at any time during your Month-to-Month Term or Commitment Period with  (“Protected Software”).

2. How do the SPC Extended Plan, SPC Premium Plan and SPC Total Protect Plan offer protection? If you have subscribed to the 
SPC Extended Plan, SPC Premium Plan or SPC Total Protect Plan and your Protected Device suffers an operational or structural 
failure due to defects in parts or workmanship which does not fall under one of the Device Coverage Hardware Exclusions set 
out in the Protection Details and Fees Table below after the first 12 months of the manufacturer’s limited warranty (“Failure”), 
then  will replace it with a Device of comparable kind and quality (“Replacement Device”) so long as you: (a) file a 
service request within 30 calendar days of the Failure; (b) provide proof of purchase of the Protected Device; (c) provide 
identification as requested; (d) provide an affidavit, as requested; and (e) pay the required applicable Fees as set out below 
in the Protection Details and Fees Table. The Premium Plan includes additional coverage as set out in the Protection Details 
and Fees Table below.  makes no promise, representation or warranty that any Replacement Device will be new, identical 
or offer the same functionalities as the Protected Device being replaced. However, if the Replacement Device you are given 
(which may be new or refurbished) is a different model than the Protected Device that has suffered a Failure, then  will also 
replace the battery and/or charger used with your Protected Device. Replacement Devices will not exceed $950 retail price 
per replacement even if the retail price of the Protected Device is higher.

3. What happens if my Protected Device suffers a failure during the original 12 month manufacturer’s warranty period? If (a) the 
failure happens within the first 12 months of you activating the Protected Device on the  network; and (b) the failure is due 
to defects in parts or workmanship, then the manufacturer’s warranty will apply and  will not replace the Protected Device 
under your SPC Plan. Instead, you must return the Protected Device to be serviced by the manufacturer under the terms of the 
manufacturer’s warranty. See Section 49 of the Terms of Service for additional information.

4. When will I receive my Replacement Device if my service request is approved? If your service request is approved, the 
Replacement Device will be shipped to you by mail within 2 to 10 business days, or you may be required to pick up the 
Replacement Device at a retail location in your area. You must accept delivery of the Replacement Device within 30 calendar 
days of  having shipped it to you or else  will close your service request.

5. Will I be charged a Fee for my Replacement Device? Yes. You will be charged a non-refundable fee (“Service Replacement Fee”) 
for each approved Replacement Device depending on the type of Protected Device you are replacing. Fees vary depending 
on whether the Protected Device is a wireless phone, turbo stick, smartphone, premium smartphone, tablet or premium tablet. 
Service Replacement Fees are lower than the full retail value of the Protected Device. See the Protection Details and Fees 
Table below for your applicable Service Replacement Fee.

6. Does my Replacement Device come with a manufacturer’s warranty? The Replacement Device immediately becomes the 
Protected Device, and it is warranted to be free of defects in parts and workmanship for a period of 90 calendar days from, 
the date it is shipped to you (“Replacement Device Warranty Period”). If, during the Replacement Device Warranty Period, the 
Replacement Device fails to operate due to defects in parts or workmanship, it will be replaced with a further replacement 
device of comparable kind and quality and such further replacement will not be subject to a Service Replacement Fee nor 
will it be counted toward the maximum of 2 Replacement Devices you are entitled to as described in Section 8 below.

7. What happens if I return my Protected Device to  and  decides the failure is excluded from coverage? If  decides the 
Protected Device did not suffer a Failure or the failure is not protected by your SPC Plan, then we’ll let you know in writing. You 
will also have to pay the Non-Covered Service Fee as set out in the Protection Details and Fees Table below. See the Protection 
Details and Fees Table for a list of excluded Failures.

8. What happens once I’ve replaced the Protected Device twice under my SPC Plan? Once you have completed 2 service 
requests and have received and paid for your second Replacement Device (not including replacements as a result of Failure 
during the Replacement Device Warranty Period), your SPC Plan will be cancelled.  will also discontinue all subsequent 
monthly charges for the SPC Plan at the time of cancellation. You can sign up for SPC again on your next purchase of a new 
eligible Device.
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9. What do I do with the Protected Device that is being replaced? The Protected Device that is being replaced (other than 
a Protected Device being replaced due to loss or theft) must be returned to  in the return mailer included with your 
Replacement Device within 5 business days of you receiving the Replacement Device. You can call  at:  to 
request a prepaid return mailer, if misplaced. The Protected Device that is replaced becomes property of  and may not be 
activated on the  networks or on any other wireless network. You assign to  all rights and benefits of any manufacturer’s 
warranty or other coverage relating to the Protected Device that is replaced. You are also responsible for first backing up 
any personal information and content contained on the Protected Device which you want to preserve and then deleting 
such personal information and content (by resetting your Device to factory settings) prior to giving your Device to  (visit 

 for instructions).

10. What happens if I don’t return to  the Protected Device that is being replaced? If you don’t return to  the Protected 
Device that is being replaced, you will have to pay the fee (“Non-Return Fee”) set out in the Protection Details and Fees Table 
below, which varies depending on the Protected Device.

11. What if I receive a Replacement Device under my SPC Plan due to loss or theft of my Protected Device and I find or recover the 
Protected Device later? You must return the recovered Protected Device to  immediately. The Protected Device that has 
been replaced becomes the property of  and may not be activated on the  networks or any other wireless network. 
Follow the instructions in Section 9 of this Schedule or you can call  for more information.

12. What protection does the SPC Mobile Expert & Support Apps Plan cover? Subject to the exclusions discussed in the Protection 
Details and Fees Table below, if you have subscribed to the SPC Mobile Expert & Support Apps Plan you have access to 
anti-virus and security software, content backup capability, Device locate/wipe software and premier tech support (provided 
by ’s third-party supplier and subject to the applicable end-user license agreement) to assist you with Device malfunctions 
associated with your software.

13. How does  bill me for my chosen SPC Plan? Normally, the monthly Fees for the SPC Plan you selected (plus applicable taxes) 
will appear on your monthly bill for your  Services. Other applicable Fees related to your SPC Plan (for example, Non-Return 
Fees, Service Replacement Fees, Non-Covered Service Fees (as set out below) and applicable taxes) might be added to your 
monthly bill or  may decide to collect such Fees from you before providing you with any Replacement Device.

Protection Details and Fees Table*

SmartPhone Care

Extended Premium Total Protect Mobile Expert & 
Support Apps

Price and 
Device Type

$4/month – wireless 
phones, turbo sticks, 
certain smartphones 
and tablets

$7/month 
– wireless 
phones, turbo 
sticks, certain 
smartphones 
and tablets

$10/month 
– premium 
smartphones, 
premium 
tablets

$10/month 
– wireless 
phones, turbo 
sticks, certain 
smartphones 
and tablets

$13/month 
– premium 
smartphones, 
premium 
tablets

$7/month – wireless 
phones, certain 
smartphones and 
tablets

Device 
Hardware 
Coverage 
Inclusions

Defects in parts 
and workmanship 
beyond original 
manufacturer’s 
warranty

(a) Defects in parts and workmanship beyond original manufacturer’s 
warranty; (b) accidental damage (including liquid); (c) power surge; 
(d) loss or theft; (e) normal wear and tear

Device hardware not 
covered

Device 
Hardware 
Coverage 
Exclusions

(a) Incidental or consequential damages; (b) any failures caused by any act of God or any other 
cause beyond the control of , the manufacturer of the Protected Device or any other person 
or entity, including but not limited to, war, acts of public enemy or terrorist, labour difficulties 
and/or acts of government; (c) abuse, misuse or intentional acts; (d) pre-existing Failures prior 
to subscribing to SPC; (e) Failures that occur within the first twelve (12) months of the date the 
Protected Device is activated on the  network and which are due to defects in parts or 
workmanship; (f) changes or enhancements in colour, texture, finish, expansion, contraction, 
or any cosmetic damage to Protected Device (whatever the cause), including but not limited 
to, scratches that do not affect the mechanical or electrical function of the Protected Device; 
(g) Failure of the Protected Device caused by computer viruses or similar unauthorized codes or 
programming; (h) contraband or any property transported or traded illegally; (i) any property 
sent to you from anyone other than ; (j) routine maintenance and consumable items (for 
example, batteries); (k) battery chargers (except that one standard charger will be provided with 
Replacement Device if the Replacement Device is a different model than the Protected Device 
or if the charger has also failed); (l) antennas; (m) SIM Card; and (n) any accessories

Device hardware not 
covered
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SmartPhone Care

Extended Premium Total Protect Mobile Expert & 
Support Apps

Device 
Software 
Coverage 
Inclusions

Device software not covered (a) Anti-virus/security; (b) content backup; (c) Device 
locate/wipe; (d) premier tech support

Device 
Software 
Coverage 
Exclusions

Device software not covered (a) Assistance with network coverage issues, such as 
dropped calls/data interruptions; (b) over-the-air updates 
to operating systems, firmware, or other software; 
(c) diagnostic support not related to the Protected Device; 
(d) modification of Original Equipment Manufacturer 
(“OEM”) software; (e) installation of third-party software 
or OEM drivers not supported by the Protected Device; 
(f) computer setup, support or repair; (g) home or wireless 
router/modem or network setup, support or repair; 
(h) peripheral setup, support or repair; (i) installation 
of non-sanctioned applications; (j) data migration 
from phone to phone or computer to computer; and 
(k) additional equipment or software required to receive 
the full benefit of Premier Support Services

Replacement 
Device Max

Maximum of 2 Replacement Devices with a maximum value of $950 per
Replacement Device

N/A

Replacement 
Device 
Warranty

90 days from date  ships Replacement Device to you N/A

Replacement 
Device 
Coverage

Yes – SPC automatically continues and applies to your Replacement Device N/A

Service 
Replacement 
Fee

$50 to $299 – Fee varies depending on Device model chosen N/A

Non-Covered 
Service Fee

Applies if Failure determined to be excluded from coverage.
$100 – wireless phone or turbo stick
$300 – smartphone or tablet
$400 – premium smartphone or premium tablet

N/A

Non-Return 
Fee

Applies if Failure determined to be excluded from coverage.
$100 – wireless phone or turbo stick
$300 – smartphone or tablet
$400 – premium smartphone or premium tablet

N/A

*Applicable taxes extra. A complete list of the Devices which are considered to be wireless phones, turbo sticks, smartphones, 
premium smartphones, tablets or premium tablets is available at  or in  stores.
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SCHEDULE B: RESPONSIBLE USE OF  SERVICES

Are there any rules regarding my use of  Services, the  networks or my Device? Yes.  encourages all of its Customers 
to use the  Services responsibly. Abuse or misuse of  Services, the  networks, or Devices impacts all Customers and is 
something  takes very seriously – and which could result in the termination of your Agreement with , or lead to criminal or 
civil charges.  may immediately suspend, restrict, change or cancel all or part of your Services and modify or deactivate your 
Device without notice or take other necessary protective measures if  has reasonable grounds to believe there is a breach 
of any of these provisions. For example, you are prohibited from:

(a) using, enabling, facilitating, or permitting the use of any  Service or your Device for an illegal purpose, criminal or civil 
offence, intellectual property infringement, harassment (including cyberbullying, cybercrime, disruptive, intimidating, 
annoying or offensive calls/transmissions), or in a manner that would breach any law, regulation or the policies of any 
Internet host;

(b) installing, using or permitting the use of any  Services without reading and accepting (or in contravention of) the 
terms of any separate license agreement or terms of use for the use of software, content (including Programming) and/
or documentation (as applicable) in connection with the  Services;

(c) enabling, facilitating or permitting the transmission of unsolicited messages such as spamming or phishing.  may 
(i) filter any message determined by  to be spam from your in-box to an anti-spam folder and delete this message; 
and (ii) set a limit on the number of messages a Customer may send or receive through email;

(d) uploading or downloading, making available, transmitting, posting, publishing, disseminating, receiving, retrieving, 
storing, linking to or otherwise reproducing, offering, distributing, enabling or providing access to information, software, 
content, files or other material which: (i) is confidential or protected by copyright or other intellectual property rights 
without prior authorization of the rights holder(s); (ii) is defamatory, discriminatory, violent, obscene, child pornography or 
hate propaganda; (iii) constitutes invasion of privacy, impersonation, forging, appropriation of identity or unauthorized 
linking or framing; or (iv) is designed to assist users in defeating technological protection measures (like geoblocks), 
registration and any other anti-theft mechanisms or in the fraudulent use of telecommunications or broadcasting services;

(e) using any  Service for the purpose of reselling, remarketing, transferring, sharing or receiving any charge or other 
benefit for the use of any  Service, or for continuous data transmission or broadcasts (including multi-media streaming, 
automatic data feeds, automated machine to machine connections or peer-to-peer file sharing, voice over Internet 
protocol or any other application that is not made available to you by  which uses excessive network capacity), or 
to provide a substitute or back-up for private lines or dedicated data connections such as DSL and/or to operate any 
server system. If you engage in any of these activities you will pay in full all charges billed to you at a rate which will be 
the greater of the in-market rate or $30 per megabyte plus applicable taxes, regardless of the total amount due;

(f) attempting to receive any  Service without paying the applicable Fees, modifying or disassembling your Device 
(including the alteration, copying, reproduction of or tampering with electronic serial numbers, IMEI or other 
identification, signaling or transmission functions or components of your Device), changing any identifier issued by  or 
a  company, attempting to bypass ’s network, or rearranging, disconnecting, removing, repairing or otherwise 
interfering with  Services,  Equipment or ’s facilities;

(g) excessive use of  Services.  considers that data usage in excess of 25 GB per billing cycle is disproportionate and 
excessive for network management purposes. Customers whose wireless usage exceeds this threshold may, in ’s sole 
discretion, have their Services suspended, disconnected, changed or restricted, including having data speeds reduced 
to as low as 16 kbps;

(h) adapting, reproducing, translating, modifying, decompiling, disassembling, reverse engineering or otherwise interfering 
with any software, applications or programs used in connection with  Services (whether owned by or used under 
licence to ) for any purpose including “testing” or research purposes; or modifying, altering, or defacing any of the 
trade-marks, or other intellectual property made available through  Services or using any indemnity or intellectual 
property except for the express purpose for which such intellectual property is made available to you through Services;

(i) posting or transmitting any content, data or software containing a virus, “cancelbot”, “Trojan horse”, “worm” or other 
harmful or disruptive component or committing any act which may compromise the security of your Internet host in any 
way (including analyzing or penetrating a host’s security mechanisms); and

(j) using harassing or abusive language or actions, whether verbal, written or otherwise, directed at  employees, 
suppliers, agents and representatives.
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Effective: 17/11/2013

COMMITMENT TO PRIVACY

The  companies have long been committed to maintaining the accuracy, confidentiality, security and privacy of your 
information, earning  a reputation as a leader in the protection of Customer privacy. To continue to earn your trust, we want to 
keep you up-to-date on your rights as our Customer and on how the  companies use and safeguard your personal information.

1. What is ’s Privacy Policy and where can I find it? You can get a copy of ’s Privacy Policy online at:  or 
by contacting the  Privacy Ombudsman’s office at the address provided below.

2. Who and what does the  Privacy Policy apply to? The  Privacy Policy applies to the  companies offering wireless, 
Internet, satellite and IP television, TV, local and long distance wireline services as well as radio, television and digital media 
services and our various retail locations. The  companies include  

 
.

Any time you do business with any of these companies, or with anyone acting as our agent, you are protected by the rights 
and safeguards contained in the  Privacy Policy.

The  Privacy Policy applies to your Personal Information. Personal information can include:
• Your name, address and phone number(s).
• Other information about the  product(s) that you subscribe to, such as calling features or  TV programming.
• Your service usage such as wireless call records, long distance usage or Internet surfing habits.
• Account information such as the status of your account or your method of payment.

3. How and why does  collect personal information? We collect information during the application process, when 
communicating or transacting business with you, when you browse the Internet using your device, laptop, computer or 
TV, and when providing you with service. Occasionally we collect information about you from third parties, such as credit 
reporting agencies for credit checks.

We collect information to:
• Establish and maintain a responsible commercial relationship with you. For example, we may collect information to 

confirm your identity or to establish creditworthiness.
• Understand your needs and preferences to recommend relevant offers, products, services and bundled discounts on 

behalf of  and its affiliates and third-party marketing partners.
• Understand who the people are that use our products and services, how they use them, and how we can improve them.
• Manage and develop ’s business and operations. For example, we monitor usage volumes in order to plan and 

provision our communications networks. We also track product sales to determine the success of features, promotions 
and pricing.

• Meet legal and regulatory requirements. For example, we may be required to collect information by a court order or 
to demonstrate compliance with a CRTC requirement.

Your personal information will not be used for any other purpose without your consent.

4. Questions or concerns about your privacy? We’d be happy to discuss any questions or concerns you may have about your 
privacy. To reach us, please visit .

If you still have unresolved privacy concerns, you can write to the  Privacy Ombudsman at:

The Office of the  Privacy Ombudsman

Or by email at 
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VOS APPAREIL ET ENTENTE DE SERVICE SANS-FIL

Bonjour

Merci d’avoir rehaussé votre sans-fil de  Nous sommes heureux de continuer à vous servir.

La présente lettre contient des renseignements importants au sujet de votre appareil et de votre service sans-fil. 
Veuillez prendre le temps de lire les renseignements ci-dessous. Conservez le présent document en lieu sûr, car 
vous devrez le présenter si vous avez recours à un service couvert par la garantie pour votre appareil.

Si votre appareil ne fonctionne pas comme prévu, veuillez communiquer avec le service de Soutien technique 
de  au  (  pour obtenir de l'aide ou consulter . /soutientechnique 
(veuillez consulter le document Comment retourner votre sans-fil  joint à votre appareil pour connaître 
notre politique en matière de retour et d'échange). 

Pour vous aider, au besoin, nous sommes fiers de mettre à votre disposition les ressources en ligne suivantes :

• Aide et soutien technique – . /soutientechnique
• Accès en ligne à votre compte et à votre service  – . /moncompte
• Comment lire votre facture  – . /explicationfacture 

• Démonstration de la facture électronique – . /demofacture 

• Conseils  utiles  pour  commencer  à  utiliser  votre  appareil  sans  fil  – 
. /pourcommencer 

Comme toujours, merci  d’avoir  choisi    Nous sommes heureux de vous compter parmi  nos fidèles 
clients.

DÉTAILS DU COMPTE ET DE LA COMMANDE

Nom :

Adresse :

Numéro de sans-fil :

Numéro de compte :

Langue  :

Adresse électronique :

Type de mise en service :

Code de transaction :

Date de mise en service :

Date de l’entente :

Lieu de l’entente :

Mode de paiement :
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Détails de l’appareil
Fabricant de l'appareil :

Modèle de l’appareil :

Couleur de l’appareil :

Numéro de série de l’appareil/IMEI :

Carte SIM comprise :

Rabais admissible :

Frais pour l’appareil 
Prix sans abonnement :

Économies (bénéfice économique*) : Bénéfice économique : ( )

Bénéfice économique 
additionnel :

( )

Bénéfice économique total : ( )

Frais pour l’appareil porté à votre compte  :

Frais de connexion :

Frais de rehaussement anticipé :

Points  échangés :  ( )

Total :
(Taxes en sus. Total porté à votre compte 

* Seule la valeur du Bénéfice économique (défini ci-dessous) servira au calcul des Frais de récupération des 
économies réalisées sur l'appareil  et des Frais de récupération des économies additionnelles réalisées sur 
l'appareil, conformément aux dispositions ci-dessous.
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DÉTAILS DE VOS SERVICES

Type Description Frais 
mensuels

Date de début
de l’entente

Date d’échéance 
de l’abonnement à 
durée déterminée

Forfait

Option

Option

Option

Option

Option

Option

Option

Option

Option

Option

Frais 
récurrents

Frais liés à la facture papier
(à moins que vous soyez inscrit à la 
facture en ligne sur .

[$2]

Utilisation excédentaire

Promotions 
Description Date de fin

Rabais 
Description Date de fin
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Sommaire des frais mensuels
Frais mensuels pour les 
services avec abonnement à 
durée déterminée :

Comprend les frais mensuels pour le forfait, les 
options et les autres services mensuels avec 
abonnement

Frais mensuels pour les 
services mensuels :

Comprend les frais mensuels pour le forfait, les 
options et les autres services mensuels sans 
abonnement

Total des frais mensuels** :
(avant les taxes et les 
promotions ou rabais)

RENSEIGNEMENTS IMPORTANTS AU SUJET DE VOTRE SERVICE
 

La présente lettre fait partie intégrante  de nos Ententes de service avec vous. Elle doit être lue conjointement 
avec les Modalités de service et la Politique d’utilisation acceptable de  en vigueur, que vous trouverez 
dans le livret ci-joint et qui sont accessibles sur le site .  (et qui remplacent les Modalités de service 
et la Politique d’utilisation acceptable de  qui vous ont été transmises antérieurement), avec les 
brochures ou le matériel en ligne de  en vigueur décrivant les forfaits, les fonctions, les services ou les 
produits que vous avez choisis, ainsi qu’avec le Guide de l’utilisateur de  en vigueur. 

 

1.             Description des frais

1.1.          ** Si une ligne mentionnée ci-dessus est ajoutée à un forfait initialement mis en service entre le 
5 octobre 2009 et le 4 juillet 2012, le total de vos frais mensuels ci-dessus comprend ce qui suit : des 

frais de récupération des coûts gouvernementaux et réglementaires de 2,13 $ par mois par ligne (2,75 $ en 

Saskatchewan et à Terre-Neuve-et-Labrador; 2,53 $ au Québec; 2,66 $ au Nouveau-Brunswick; 2,56 $ en 

Nouvelle-Écosse et 2,63 $ à l'Île-du-Prince-Édouard) qui servent à récupérer les frais déboursés et à défrayer 
les coûts de la conformité aux exigences, aux mandats et aux programmes fédéraux, provinciaux et (ou) 

municipaux. Si vous êtes abonné uniquement à un forfait Données, ces frais s'élèvent à 1,81 $ par mois par 
ligne. Ces frais ne sont pas une taxe ou des frais que  doit percevoir de ses clients pour le 
gouvernement.

 
1.2.        ** Si une ligne mentionnée ci-dessus est ajoutée à un forfait initialement mis en service avant 
le 5 octobre 2009, le total de vos frais mensuels ci-dessus comprend ce qui suit : 

• Des frais mensuels d'accès au système de 6,95 $ par ligne (frais non gouvernementaux).

• Des frais mensuels d'accès au service d'urgence 9-1-1 de 0,75 $ par ligne (frais non 
gouvernementaux) s'appliquent pour l'accès sans-fil au service d’urgence 9-1-1.  (De plus, des frais 

mensuels exigés par le gouvernement peuvent s'appliquer : 0,62 $ en Saskatchewan, 0,40 $ au 

Québec, 0,43 $ en Nouvelle-Écosse, 0,53 $ au Nouveau-Brunswick et 0,70 $ à l'Île-du-Prince-
Édouard.) Toutefois, il n'y a aucuns frais de temps d'antenne pour les appels au 9-1-1 à partir d'un 
appareil sans fil de 
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1.3.        Les frais de temps d'antenne additionnel, les frais de transmission de données, les frais 
d'interurbain, les frais d'itinérance, les frais à l'utilisation et les taxes sont en sus et facturés 
mensuellement, le cas échéant. Pour obtenir de plus amples renseignements sur les Services auxquels vous 

êtes abonné, veuillez consulter la brochure de  décrivant votre forfait ou vos options ou encore le site 
.

 

2.                   Catégories     de Services/Ententes de service.   Il est entendu que les Services mentionnés aux 
présentes sont classés selon les catégories suivantes :

 

2.1.         Services  à  durée  déterminée.  Les  Services  à  durée  déterminée  correspondent  aux  Services 
auxquels  vous vous abonnez qui  comportent  une Période d’engagement  (indiquée ci-dessus),  laquelle est 
associée à la durée d’une Entente de service ou celle d’une Période d’abonnement au service de transmission 
de données. Chaque Service à durée déterminée auquel vous vous abonnez constitue une Entente de service 
distincte avec nous. Nous n’augmenterons pas les frais de service mensuels ou le tarif à la minute pour le 
temps d’antenne local ni ne réduirons le nombre de minutes ou le volume de données compris dans un Service 
à durée déterminée au cours de sa Période d’engagement.

 

2.2.         Services  mensuels.  Les  Services  mensuels  correspondent  aux  Services  auxquels  vous  vous 
abonnez de façon continue, mais qui ne comportent pas de Période d'engagement. Les Services mensuels sont 
indiqués ci-dessus comme n’étant pas associés à une Entente de service ou à une Période d’abonnement au 
service  de  transmission  de  données.  Chaque Service  mensuel  auquel  vous  vous  abonnez  constitue  une 
Entente de service distincte avec nous. Pour obtenir de plus amples renseignements sur les Services mensuels, 
notamment les tarifs des services optionnels, veuillez consulter les brochures  à jour ou encore le site 

.  Nous pouvons modifier les Services mensuels conformément aux Modalités de service de 

 

2.3.         Services facturés à l’utilisation. Les Services facturés à l'utilisation correspondent aux Services que 
vous obtenez de  et qui sont facturés à l'utilisation (qu'ils soient utilisés une seule fois ou pendant une 
période donnée, comme un jour ou une semaine), mais qui ne sont pas utilisés de façon continue. Les Services 
facturés à l’utilisation offerts comprennent notamment les suivants. Pour obtenir de plus amples renseignements 
sur les Services facturés à l'utilisation, notamment les tarifs, veuillez consulter les brochures  à jour ou 
encore  le  site  .  Nous  pouvons  modifier  les  Services  facturés  à  l'utilisation  conformément  aux 
Modalités de service 

 

2.3.1.               Service en itinérance. Des frais d’itinérance substantiels peuvent vous être facturés 
si vous utilisez votre appareil à l’extérieur du réseau  même si l’utilisation n’est pas 
intentionnelle. Quand vous utilisez votre sans-fil hors du réseau de  l’utilisation est prise en 
charge par le réseau sans-fil d’un autre fournisseur. Des frais d'itinérance s'appliquent pour toute 
utilisation faite en dehors du réseau de  Une telle utilisation comprend notamment : les appels, 
les messages texte, photo et vidéo ainsi que la transmission de données (notamment l’utilisation 
d’applications, du courriel, de la messagerie instantanée, de BlackBerry Messenger, de la Messagerie 

vocale visuelle et de la navigation sur Internet). Consultez . /itinerance pour connaître les 
tarifs à l’utilisation en itinérance en fonction des options et des destinations. 

 

2.3.2.               Service de messagerie texte, photo et vidéo facturé à l’utilisation. Le service de 
messagerie texte, photo et vidéo sera activé sur les appareils compatibles. Des frais à l’utilisation seront 
facturés pour chaque message sortant ou entrant (sauf dans le cas d'un abonnement à une option, une 
offre groupée, une trousse ou un forfait comprenant le service de messagerie visé).Les messages à 
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tarification additionnelle entrants et sortants (alertes, messages liés à du contenu et à des promotions) 
sont facturés aux tarifs en vigueur. Des frais d’itinérance s'appliquent pour le service en itinérance.

 

2.3.3.               Service de transmission de données facturé à l’utilisation. Le service de transmission de 
données sera activé sur les appareils compatibles. Des frais quotidiens à l'utilisation s'appliqueront (ne 
s'appliquent pas dans le cas d'un abonnement à un forfait ou à une option de transmission de 
données).Des frais d’itinérance s'appliquent pour le service en itinérance.

 

2.3.4.               Service Appel vidéo facturé à l'utilisation. Le service Appel vidéo sera activé sur les 
appareils compatibles. Des frais à l'utilisation s'appliqueront pour chaque minute d’Appel vidéo effectué 
et reçu. Le temps d’antenne et les frais d’interurbain ne sont pas inclus. Des frais d’itinérance 
s'appliquent pour le service en itinérance.

 

2.3.5.               Appel en attente et Appel de groupe. Des frais de temps d’antenne s’appliquent selon 
votre forfait (plus des frais d’interurbain ou d’itinérance, s’il y a lieu).

 

2.3.6.               Renvoi d’appel. Le Renvoi d’appel peut être ajouté à votre forfait (si ce service n’est pas 
déjà compris).Le service Renvoi d’appel vous permet de transférer votre appel vers un autre numéro et 
comprend 2 500 minutes locales de Renvoi d’appel par mois. Les minutes de Renvoi d’appel 
additionnelles sont facturées au tarif mentionné dans votre forfait ou option (plus les frais d'interurbain 
ou d'itinérance, s’il y a lieu).

 

2.3.7.               Messagerie vocale. Des frais de temps d’antenne, ou des frais de transmission de 
données pour la messagerie vocale visuelle, s’appliquent selon votre forfait (plus des frais d’interurbain 
ou d’itinérance, s’il y a lieu).

 

2.3.8.               Assistance-annuaire     4  -  1  -  1.   Des frais de service et de temps d’antenne s’appliquent (plus 
des frais d’interurbain ou d’itinérance, s'il y a lieu), et ce, même si le numéro que vous avez demandé 
n’est pas inscrit dans l’annuaire. 

 

3.             Résiliation et modification
 
3.1.         Généralités. Vous pouvez résilier votre Service en tout temps (conformément aux Modalités de 
service de  y compris à la fin de votre Période d'engagement, ou y apporter des modifications en 
communiquant avec nous au - -  ( - - -  Si vous changez d’appareil ou modifiez un 
Service à durée déterminée, vous pourriez devoir renouveler votre Période d’engagement ou conclure avec 
nous une nouvelle Entente de service pour une nouvelle Période d’engagement.

 

3.2.         Prolongation automatique. À la fin de votre Période d’engagement, votre forfait passera 
automatiquement à un abonnement mensuel.  peut communiquer avec vous en tout temps pour vous 
proposer de renouveler votre forfait. Si vous ne souhaitez pas renouveler votre forfait au moment où  
communique avec vous, vous conserverez votre forfait ainsi que votre entente actuels, inchangés, jusqu'à ce 
qu'un changement y soit apporté ou que l'abonnement soit résilié conformément aux modalités de l'Entente de 
service régissant ce forfait.
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3.3.         Frais de récupération des économies réalisées sur l'appareil (applicables uniquement aux 
Services à durée déterminée). Des frais de récupération des économies réalisées sur l'appareil (FRÉA) 
s’appliquent si vous avez obtenu un bénéfice économique en acceptant le nouvel abonnement à durée 
déterminée et que, pour quelque raison que ce soit, votre service sans-fil ou votre nouvel abonnement à durée 
déterminée est annulé avant la fin de votre Entente de service (Période d’abonnement). Les FRÉA 
correspondent au bénéfice économique multiplié par le nombre de mois restant à votre Période d’abonnement, 
divisé par le nombre total de mois de la Période d’abonnement (taxes exigibles en sus). En d’autres mots : 
FRÉA = Bénéfice économique x nombre de mois restants à votre Période d'abonnement ÷ nombre total 
de mois de votre Période d’abonnement + taxes exigibles.

 

Des frais de récupération des économies additionnelles réalisées sur l'appareil (FRÉAA) s'appliquent également 
si, pour quelque raison que ce soit, votre service de transmission de données sans-fil ou votre abonnement au 
service de transmission de données (Période d'abonnement au service de transmission de données) est annulé 
avant la fin de votre Période d'abonnement au service de transmission de données. Les FRÉAA sont fondés sur 
le bénéfice économique additionnel  que vous avez reçu en vous abonnant  au service de transmission de 
données. Ils sont calculés à l’aide de la formule qui permet de calculer les FRÉA (en remplaçant le Bénéfice 
économique par le Bénéfice économique additionnel et la Période d’abonnement par la Période d’abonnement 
au service de transmission de données) et ils s’ajoutent aux FRÉA payables à la résiliation de votre Entente de 
service. Si vous êtes abonné à un forfait combinant des services voix et données, les FRÉA et les FRÉAA 
s'appliquent tous deux.

 

3.4.         Période d’essai.  peut permettre la résiliation de votre Service sans appliquer de FRÉA 
dans les conditions suivantes : 1) l’appareil est remis avec toutes ses composantes et en son état d’origine 
tel qu’il est indiqué dans le document Comment retourner votre sans-fil  inclus avec votre appareil, 

2) l'annulation est demandée dans les 15 jours suivant la date de mise en service et 3) votre compte présente 

moins de 30 minutes d'utilisation de temps d'antenne. Tous les frais engagés jusqu'au moment de l'annulation 
du service vous seront facturés. 

 

 

4.             Renseignements sur l’appareil
 

4.1.         Appareils neufs ou remis à neuf. Sauf indication contraire, votre appareil est neuf.

 

4.2.         Verrouillage de l’appareil. Votre appareil est verrouillé et ne peut être utilisé que sur le réseau de 
 ou encore sur ceux exploités par les fournisseurs avec lesquels nous avons conclu une entente 

d’itinérance. Si vous tentez de déverrouiller votre appareil, celui-ci pourrait devenir inutilisable de manière 
permanente et vous pourriez, ce faisant, contrevenir à la licence d’utilisation du logiciel de votre appareil. Si 
vous souhaitez déverrouiller votre appareil, les Frais de déverrouillage mentionnés précédemment s’appliquent. 
Si vous avez obtenu un bénéfice économique, nous ne déverrouillerons pas votre appareil pendant les 

90 premiers jours de votre Période d’abonnement.

 

4.3.         Garantie. Veuillez consulter les documents remis avec votre appareil pour obtenir des renseignements 
détaillés sur la garantie dont il est assorti, notamment l’objet de la garantie, la durée de celle-ci et les modalités 
de réclamation.

 

4.4.         Rabais sur les articles. Tout appareil qui vous est offert à 0 $ est offert à titre d’article vendu au 
rabais et non d’article gratuit.
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5.             Dépôt de garantie
 
5.1        Conditions du dépôt de garantie.  Nous pouvons exiger un dépôt de garantie ou imposer d’autres 
exigences  de  paiement  ou  de  crédit  (par  exemple,  paiements  provisoires,  prélèvements  automatiques 
obligatoires, cartes préautorisées ou paiements bancaires) à tout moment et selon des modalités établies à 
notre seule discrétion.  Tout  dépôt  de garantie que vous nous fournissez sera conservé pendant au moins 

12 mois, sauf si vous mettez fin à vos Services avant la fin de cette période. Après  12 mois, nous pouvons 
libérer le dépôt de garantie et l’appliquer au solde de votre compte si nous jugeons, à notre gré, que votre 
historique de paiement est satisfaisant ou que vous répondez aux critères financiers pour le remboursement de 
votre dépôt de garantie.

 

5.2        Intérêts sur le dépôt de garantie. Tout dépôt de garantie que nous détenons portera intérêt au taux de 
financement à un jour de la Banque du Canada en vigueur à ce moment majoré d’un pour cent, selon le nombre 
réel de jours dans l’année, calculés chaque mois. Les intérêts seront cumulés à partir de la date à laquelle nous 
recevons votre dépôt de garantie (mais pas avant le moment prescrit par la législation ou la réglementation en 
vigueur) jusqu’à la date à laquelle nous vous le remettons.

 

5.3        Utilisation et remboursement du dépôt de garantie. Nous pouvons appliquer votre dépôt de 
garantie en entier à votre solde si nous n’avons pas reçu un paiement dû aux termes de votre compte à la date 
prévue du paiement. Nous pouvons vous demander de réapprovisionner le dépôt de garantie après une telle 
utilisation. Nous vous aviserons de toute utilisation d’une partie ou de la totalité du dépôt de garantie. Nous vous 

rembourserons le dépôt de garantie avec les intérêts cumulés dans les 30 jours suivant la résiliation de vos 
Services ou lorsque nous jugeons que les conditions du remboursement du dépôt de garantie sont remplies.

 

6.             Forfaits Famille/forfaits  
Vous consentez à ce que, si la ligne principale de votre forfait Famille ou  (selon le cas) est annulée 
et que les autres lignes sont maintenues, l'une de ces lignes soit automatiquement désignée comme la ligne 
principale et qu'elle soit facturée dans le cadre du même forfait ou d'un forfait d’une valeur équivalente au forfait 
de la ligne de l’abonnement initial. Vous consentez en outre à ce que, si le nombre de lignes mises en service 
dans le cadre de votre forfait tombe sous le minimum requis,  effectue le transfert de votre ligne ou de 
vos lignes restantes vers un forfait ayant une valeur semblable à celle de votre forfait actuel.

 

7.             Facturation du temps d’antenne et des appels interurbains
 
7.1.         Frais de temps d'antenne. Les frais de temps d'antenne local et interurbain sont arrondis à la minute 
complète suivante. Des frais minimums d’une minute s’appliquent à chaque appel acheminé (entrant ou 
sortant).Le temps d'antenne pour toute la durée de l'appel est facturé au tarif applicable au début de l'appel. Les 
frais de temps d’antenne (plus les frais d’interurbain, s’il y a lieu) s’appliquent aux appels acheminés à partir du 
moment où vous appuyez sur ENVOYER, jusqu’à ce que vous appuyiez sur FIN. Les frais pour les appels 
internationaux ou en itinérance peuvent être facturés à partir du moment où vous appuyez sur ENVOYER, 
jusqu'à ce que vous appuyez sur FIN, que vous ayez terminé ou non l'appel. Les frais de temps d’antenne (plus 
les frais d’interurbain, s’il y a lieu) s’appliquent aux appels entrants reçus sur l’appareil sans fil jusqu’à ce que 
vous appuyiez sur FIN. Les frais de temps d'antenne sont facturés dès que l'on appuie sur ENVOYER pour 
effectuer un appel et comprennent le temps de sonnerie.
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7.2.         Zone d’appels locaux et interurbains. Une zone d’appels locaux est une zone où vous pouvez faire 
et recevoir des appels locaux sans frais d’interurbain. Les appels peuvent être soit locaux, soit interurbains, 
selon les zones d'appels locaux. L’endroit où vous vous trouvez au moment de l’appel, votre numéro de sans-fil 
et le numéro de téléphone que vous composez sont des éléments importants pour déterminer les zones 
d’appels locaux et le traitement des appels interurbains. Votre zone d’appels locaux entrants est déterminée par 
l'emplacement géographique associé à votre numéro de sans-fil. Tous les appels reçus lorsque vous vous 
trouvez à l’intérieur de votre zone d’appels locaux entrants sont considérés comme des appels locaux. Tous les 
appels reçus lorsque vous vous trouvez à l’extérieur de votre zone d’appels locaux entrants sont considérés 
comme des appels interurbains. Votre zone d'appels locaux sortants est déterminée par votre emplacement 
physique. Si vous composez un numéro local lorsque vous vous trouvez dans la zone de ce numéro, il s’agit 
d’un appel local. Si vous composez un numéro à l’extérieur de la zone où vous vous trouvez, il s’agit d’un appel 
interurbain. Lorsque vous utilisez le service Renvoi d’appel, des frais d’interurbain s’appliquent lorsque le 
numéro vers lequel vous transférez l’appel se trouve à l’extérieur de l'emplacement géographique associé à 
votre numéro de sans-fil, et ce, peu importe où vous vous trouvez. Consultez . /zonesappel pour 
obtenir de plus amples renseignements et . /interurbain pour connaître les tarifs interurbains en 
vigueur.

 
8.             Documents et ressources supplémentaires
 
8.1.         Documents connexes. En plus d’être régie par vos Ententes de service, votre utilisation des Services 
est également régie par les documents connexes suivants, dont vous pouvez obtenir un exemplaire au 

.  :

 
• Modalités de service   : Nos Modalités de service régissent votre utilisation de tous les Services 

de  et expliquent certains de nos droits et obligations légaux respectifs. Les Modalités de 
service comprennent des renseignements sur la façon dont nous pouvons apporter des 
changements à vos Services et Ententes de service, la facturation des Services, la suspension ou 
la résiliation de vos Services et des détails juridiques sur la limitation de la responsabilité, les 
garanties et l’indemnisation. 

• Politique d'utilisation acceptable   : Notre Politique d'utilisation acceptable décrit les règles, les 
politiques et les restrictions que vous devez respecter lorsque vous utilisez les Services. La 
Politique d'utilisation acceptable prévoit des exemples d’activités interdites et de contenu illégal 
ou inapproprié et nous donne le droit de retirer du contenu et de suspendre vos Services ou d’y 
mettre fin si vous contrevenez à la Politique d’utilisation acceptable. 

• Politique de protection de la vie privée   : Notre Politique de protection de la vie privée décrit nos 
politiques relativement à la cueillette, à l’utilisation et à la divulgation de vos renseignements 
personnels. Notre Politique de protection de la vie privée vous informe des raisons pour 
lesquelles nous recueillons de l’information sur nos clients, de la façon dont nous utilisons et 
partageons cette information et de la façon de communiquer avec nous si vous souhaitez obtenir 
plus de détails sur nos pratiques de traitement des renseignements personnels.

• Guide de l’utilisateur   : Notre Guide de l’utilisateur vous explique la configuration de votre 
appareil, le fonctionnement de la facturation, la facturation des services voix et données sans fil, 
la facturation des services en itinérance et des appels interurbains, le fonctionnement du service 
d’assistance 9-1-1 et la gestion de votre compte. 

 
8.2        Gestion de votre facture. Pour connaître les outils qui vous aident à gérer votre facture, notamment 
les notifications sur l’utilisation des données et l’itinérance, les plafonds de données et les outils de surveillance 
de l’utilisation, veuillez visiter le .  ou ouvrir une session dans votre compte   pour obtenir 
des détails sur votre utilisation réelle.
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8.3        Zone et cartes de couverture de service. Pour en savoir davantage sur notre zone de couverture de 
service, y compris nos cartes de couverture de service complètes, visitez le . /couverture.

 

8.4        Code sur les services sans fil. Pour consulter le Code sur les services sans fil du Conseil de la 
radiodiffusion et des télécommunications canadiennes (le « CRTC »), visitez le site Web du CRTC au 
http://crtc.gc.ca/fra/info_sht/t13.htm.
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Re: 
IMEI: 

Thank you for upgrading to a new wireless device.

Dear 

We hope this new wireless device meets all of your expectations. Keeping you up-to-date with the latest technology is 
important to us as it ensures you can enjoy full access to the innovative services  has to offer.

As a first step, please take a moment to ensure your order is complete and all the information is accurate. Details of 
your order are outlined in the enclosed Proof of Purchase. We recommend you review and file this and all other 
documents included with your order for future reference.

How to switch service to your new device.

IMPORTANT: For wireless phones and smartphones – please fully charge the battery before switching 
service to your new device (please refer to the instructions in your user manual).  sticks/hubs    do 
not have a battery – please continue to the steps below.

To begin using your new device:
 remove the SIM card from your current wireless device
 insert the SIM card into your new device and then power on your new device
 the SIM card will instantly register on the  Wireless network making your new device immediately 

ready to use

To help you get the most out of your  service and new device, we’d like to suggest that you visit 
. /addons for information about text/picture messaging, mobile internet, entertainment, social networking, 

money-saving Value Packs and much more.

Please take this opportunity to recycle your old wireless phone by dropping it into a - -  collection box 
at any  store.  This initiative recycles used wireless phones to generate funds for your local food bank. 

If you have any questions, please call us at   -  ( -  and we’ll be happy to assist you.

Once again, thank you for continuing to make  your choice. We appreciate your business.

Sincerely,
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Objet :
IMEI:

Merci d’avoir rehaussé votre sans-fil.

Bonjour

Nous espérons que ce nouvel appareil saura combler toutes vos attentes. Il nous importe que vous ayez accès aux 
plus récentes technologies, pour que vous puissiez ainsi profiter pleinement de tous nos services novateurs.

Prenez tout d’abord le temps de vous assurer que votre commande est complète et que tous les renseignements 
sont exacts. Vous trouverez le détail de votre commande sur la preuve d’achat ci-jointe. Nous vous recommandons 
de prendre connaissance des documents compris avec votre commande et de les conserver pour consultation 
ultérieure.

Comment activer votre nouvel appareil

IMPORTANT : Dans le cas d’un sans-fil et ou d’un téléphone intelligent, il faut charger pleinement la pile 
avant de pouvoir activer l’appareil; voyez à ce sujet les directives du guide de l’utilisateur. Pour une Clé 
Internet ou une Centrale sans-fil, qui fonctionnent pour leur part sans piles, suivez les étapes ci-dessous.

Pour vous servir de votre nouvel appareil :
 retirez la carte SIM de votre appareil actuel;
 insérez-la dans votre nouvel appareil et mettez ce dernier en marche.
 La carte SIM s’enregistre aussitôt sur le réseau de  et vous pouvez donc vous servir sur-le-champ de 

votre nouvel appareil.

Pour que vous puissiez tirer le maximum de votre service  et de votre nouvel appareil, nous vous invitons à 
consulter le site   . /options  pour obtenir des renseignements sur la messagerie texte et photo, Internet 
sans fil, le divertissement, l’accès aux réseaux sociaux, les trousses d’options économiques et plus encore.

Profitez de l’occasion pour recycler votre vieux sans-fil en le déposant dans une boîte de collecte du programme 
 -  de n’importe quel magasin  Ce programme a pour but de recycler les sans-fil usagés 

en vue de recueillir de l’argent pour la banque alimentaire de votre région.

Si vous avez des questions, communiquez avec nous au   -  ( -  et nous serons ravis de vous 
aider.

Une fois de plus, nous vous remercions d'avoir choisi  C’est un plaisir de vous compter parmi nos clients!

Je vous prie d’agréer l’expression de mes sentiments les meilleurs.

Page 1 of 1

Appendix 3e 
Page 21 of 23 
TNC 2016-293 
CCTS

http://www.rogers.com/web/content/add-ons?cm_mmc=Redirects-_-Consumer_Wireless_Eng-_-Addons_0110-_-addons


How to Return Your  Wireless Purchase
  

Thank you for choosing  We hope you enjoy the enclosed device.  If for any reason you are not satisfied, 
please follow the instructions outlined below.

  15 DAY RETURN AND EXCHANGE POLICY

Wireless devices may be returned or exchanged within 15 days from the date of purchase and with less than 30 
minutes of voice airtime usage.  Device must be in original condition with all in box accessories and must not have 
any physical or moisture damage.  Defective devices have no usage restrictions and will be exchanged for a new 
device, same make and model.  
 

  RETURNS CHECKLIST
 
 r For Returns or Exchanges: call - -  ( -  to validate return eligibility or discuss 
          other options that better suit your needs. 
   Ø Devices deemed eligible to return must be shipped back within 10 days of eligibility validation.
   Ø Devices deemed eligible to exchange must be shipped back within 10 days of receipt of replacement
                 device.

 r For Defective Device Exchanges: call - -  ( -  and select the option to connect to
           technical support to validate if the device is defective.  If you do not have time to call for technical support, 
           you may also connect with Live Chat at / . . /    
   Ø Defective devices must be shipped back within 10 days of receipt of replacement device.
   Ø NOTE:  For help in using your device or for warranty support outside of the 15 days, or for out of
                 warranty options, visit Support at .  for details.
 

After return eligibility has been confirmed
 
 r Place the device and all included accessories and manuals into the original or comparable box and add
           bubble wrap or newspaper to protect the contents.
   Ø NOTE:   cannot be held responsible for any loss or damage to your returned product(s) prior
                 to or during shipment back to 
 r Affix to the outside of the package the self-adhesive UPS Authorized Return Service Label enclosed
          with your device.
 r Record the tracking number from the UPS Authorized Return Service Label.
   Ø “1Z”__________________________________________
 r To have your package returned to us by UPS:
           Ø Drop off the package at the nearest UPS depot or drop box.  Visit ups.ca for locations nearest you or
                 call 1-800-PICK-UPS (742-5877) for pick up  

 

  IMPORTANT INFORMATION

If the return is eligible, please allow up to 10 business days (exclusive of weekends and holidays) to process your 
return and adjust your account, where applicable.
 
If the return is not eligible, it is outside of the timelines to return, it is damaged or it is missing any in box 
accessories, it may be returned to you and/or account adjustments may not be applied. 
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Comment retourner votre produit acheté auprès de  Sans-fil
Merci d'avoir choisi  Nous espérons que vous profiterez bien de l'appareil ci-joint. Si pour quelque raison 

vous n'êtes pas satisfait, veuillez suivre les directives mentionnées ci-dessous.

POLITIQUE EN MATIÈRE DE RETOUR ET D'ÉCHANGE DANS LA PÉRIODE DE 15 JOURS 

Les appareils sans fil doivent être retournés ou échangés dans une période de 15 jours à partir de la date 
d’achat, et pas plus de 30 minutes de temps d’antenne doit avoir été utilisé sur les appareils.  L’appareil doit 
être dans son état d’origine avec tous les accessoires inclus dans l'emballage et ne doit pas présenter de 
dommages physiques ou causés par l'humidité. Aucune restriction quant à l’utilisation ne s’applique aux 
appareils défectueux. Ces derniers seront échangés contre un nouvel appareil, de même modèle et du même 
fabricant. 

LISTE DE CONTRÔLE DES RETOURS 

 Pour les retours ou les échanges     : appelez au    ( -  pour valider l'admissibilité 
au retour ou discuter des autres options qui conviennent mieux à vos besoins. 
Ø Les appareils jugés admissibles pour un retour doivent être retournés dans les 10 jours suivant la 
validation de l'admissibilité.
Ø Les appareils jugés admissibles pour un échange doivent être retournés dans les 10 jours suivant la 
réception de l'appareil de remplacement.

 Pour les échanges d'appareil défectueux     : appelez au    ( -  et choisissez 
l'option vous permettant d'établir une connexion avec le soutien technique afin de valider si l'appareil est 
défectueux. Si vous ne disposez pas de temps suffisant pour appeler le soutien technique, vous pouvez 
également vous connecter au clavardage en direct à l'adresse : / . /
Ø Les appareils défectueux doivent être retournés dans les 10 jours suivant la réception de 
l'appareil de remplacement.
Ø REMARQUE     :   Pour vous aider à utiliser votre appareil ou pour obtenir du soutien concernant la 
garantie en dehors de la période de 15 jours, ou pour connaître les options hors garantie, consultez la 
section Soutien, à l'adresse .  pour obtenir plus de détails.

Lorsque l'admissibilité au retour a été confirmée
 Remettez l'appareil et tous les accessoires inclus ainsi que les manuels à l'intérieur de la boîte d'origine 

ou dans une boîte similaire; ajoutez du film à bulles ou du papier journal pour protéger le contenu de la 
boîte. 
Ø REMARQUE :  ne pourra être tenue responsable en cas de perte ou de bris de vos produits 
retournés avant ou pendant l'envoi à 

 Apposez à l'extérieur du colis à retourner, l'étiquette autocollante de service de retour autorisé UPS 
       fournie avec votre appareil.
 Inscrivez le numéro de suivi fourni sur l'étiquette de service de retour autorisé UPS.
Ø « 1Z”__________________________________________

 Pour que votre colis nous soit retourné par UPS :
Ø Déposez le colis au dépôt UPS le plus près ou encore dans une boîte de dépôt UPS. Consultez le 
site ups.ca pour connaître les succursales les plus près ou appelez le 1 800 PICK-UPS (742-5877) pour 
une cueillette      

RENSEIGNEMENTS IMPORTANTS 

Si le retour est admissible, veuillez prévoir jusqu'à 10 jours ouvrables (excluant les week-ends et les congés 
fériés) pour le traitement de votre retour et l'ajustement sur votre compte, le cas échéant.
 

Si le retour n'est pas admissible, qu'il est en dehors des échéanciers prévus pour les retours, que l'appareil est 
endommagé ou qu'il y a des accessoires manquants dans la boîte, l'appareil pourrait vous être retourné et un 
ajustement sur votre compte pourrait ne pas être appliqué. 
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Appendix 4 – Wireless Contracts – Consent to receive electronically 

 

CCTS attaches for the Commission two sample contracts provided to the customer 
when activating wireless service demonstrating that the customer’s consent to receive 
the contract and related documents electronically is built directly into the terms of the 
wireless services agreement.   

 

 

 

 



Jan 14 2016 01:47PM page 1 

OUR AGREEMENT 

Confirming your communication preferences. At  we use a number of ways to keep our customers informed of ways to 
save. new product releases and other useful information. Yo1J can manage your communication preferences as set out 
below. 

(c) Electronic communications: You agree that ,  
 and their affiliates and third-party marketing partners may send you commercial electronic messages about 

their products and services. You can either decline such communications or unsubscribe at ony time at 
. You will continue to receive service-related messages even if you choose not to 

receive marketing communications. 

(b) Telemcrketing and automatic dlalers: By providing us with your preferred telephone or mobile number(s), you agree 
that  may contact you at the number(s) provided and inform you of new promotions. You can either 
decline such telemarketing communications or unsubscrfbe at any time by calling . 

(c) Relevant Information:  strives to provide you with information that you will find relevant. You agree that  may use 
certain information about your account (such cs device or equipment type, postal code and language preferences] 
and network usage to make some of the communications you receive and the ads you see on the devices and 
equipment used to access our networks more relevant to you. The information collected may include: for mobile, 
Internet and/or home phone services, information such as web pages visited. apps used, geographic location and 
calling patterns and for TV services, information such as programs viewed. Any ads you see will be random if you 
decline to parlicipate in relevant advertising. You con withdraw your participation at any time at  

 

For additional information. see  at the end of this Agreement or contact  at the  
  . 

Confirming your Agreement delivery preference. Your  Agreement ( and related documents) will be sent to your 
confirmed email address of record for your account if you agree. You are responsible for any technical or other resources 
(including Adobe Reader soitware) required to access and print these documents. Unless you notify us within 48 hours of 
completing your transaction, we will assume you have received your documents. Remember that there is no guarantee 
that electronic delivery is reliable, private or secure. A copy of your Agreement (and related documents) is always 
available at . 

Credit Information. You agree to  collecting information about your credit history from another  company, 
credit grontor or credit reporting agency from time to time.  may also maintain and use credit history 
information to activate your service and assist in collecting amounts owed by you, and disclose your credit history with  

 to other grantors and credit reporting agencies periodically. 

Our Agreement: You agree (a) you have read and understood the Critical Information Summar{ and attached Terms of 
Service and any attached Disclosure Statement and/or Preauthcxiz~ebit Authorization (together called our 
"Agreemenf'J; (b) you are bound by all terms and conditions containe~s_µt-~greemen~-0nd (c) you are responsible for 
and will pay all charges incurred in accordance with the A ree t, i ludin char es/incurred b others usin your 
~oT · :-- -

Custa me r's Signature 

Getting started is easy with· 

Get to know your device. 

D Check out our step-by-step video tutorials and 
user guides at . 

Manage your account. 

View your data usage, update account information, add 
features to your account and more. 

Simply select the Self serve icon pre-loaded on your 
device, or download the free opp from your opp store 
wlth the keyword . 

Visit  to learn more. 

Appendix 4a 
Page 1 of 1 

TNC 2016-293 
CCTS

JT
Highlight

JT
Highlight



Scanned by CamScanner

Appendix 4b 
Page 1 of 1 

TNC 2016-293 
CCTS

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight

tamar.pt
Highlight



Appendix 5 
TNC 2016-293 

CCTS 
 
 

Appendix 5 - Contracts and Related documents in inalterable form 

 

CCTS attaches for the Commission two sample contracts provided to the customer 
when activating wireless service in person.  On pages three and four, the customer 
consented to receive a copy of the Terms of Service electronically.  However the 
electronic version referred to is not a permanent inalterable copy but rather is a link to a 
website whose content can easily altered by the WSP. 



7/18/2015 

Your hardware upgrade has been 
successfully completed! Your new 

balance Is: $250.00 

Manage your account In two easy and 
free ways. Simply dial *123# from your 
-phone or visit 

Please keep this as a record of your 
upgrade Information. 

-
Your Purchase Details 
Service Start Date 
Store ID 

ID 

Your Details 

llaccount no. 
phone no. 

Name 
Address 
Home phone no. 
Business phone no. 
Email Address 

Your BIiiing 
Payment type 
Commitment Period 
Pre-Authorized Payments 

Your Rate Plan, Add-ons & Services 

Juz 18, 2015 -
000-000-0000 
Update your info at 

Pay After 
Monthly 
Sign up at 

(From anywhere on the -network. Fair Usage Policy applies to all unlimited plans and add
ons) 
Rate Plan 
Talk 
Text 
Data 
Rate plan subtotal* 

Add-ons 
Add-ons subtotal 

Total minimum monthly charge 

Opt-in Services 
International Calling 

UnHmited Canada-wide Talk 
Unlimited Global Text 
Unlimited Data 
$40.00/mo 
*Promotional rates, if applicable, will be reflected 
on your monthly invoice or MyAccount 
Phone Protection Plan 10 ($10.00/mo) 
$10.00/mo 

$50.00/mo 

Activated 

For more information about pay-per-use charges 
visit 

Prices do not Include taxes orgovemment levies. Prices are based on -standard rates and 
do not include any special promotional rates that may apply. 
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7/18/2015 

Return Policy 

-
Your Device 
Phone model 
IMEI Number 
How to unlock 

Unlock code fee 
Retail price of device 
Amount you paid for device** 

Old Balance (Invoiced) 
New Balance Owing 
Your will decrease by 
Pay-off Promise Date 

Upgrade Availability 

-Please roferto-Tenns of Service for details 
on how to unlock your device 
$30.00 
$649.00 
$399.00 
**Any additional in-store discounts or any special 
offer will be reflected on your device receipt 
$12.18 
$250.00 
10% of your monthly payment (before tax) 
July, 2017 
Hardware upgrades or changes to your plan, bill 
cycle, or account status may result in changes to 
this date. For full information please refer to 
-Terms of Service. 
Please refer to-Terms of Service for 
details on upgrades 

If you find you and your new-product(s) aren't a perfect match within 15 days, come by the same-store you purchased to refund or exchange it. As 
long as the product(s) are in like-new condition. 

Have Additional Questions? 
Please dial *123# on your-phone or visit us at or for any problem you have. You can also give us a call at 
If your problem isn't resolved through one of those channels, please mail the Office of the President at 1 1 

If your problem is still not resolved you may visit the Commissioner for Complaints for Telecommunications Services (CCTS) website at www.ccts-cprst.ca or call 
toll-free at 1-888-221-1687. 

The Canadian Radio-television and Telecommunications Commission (the "CRTC") has created a Wireless Code so that consumers of retail mobile wireless voice 
and data services will be better informed of their rights and obligations contained in contracts with wireless services providers. You can find out more about the 
Wireless Code on the CRTC website at: http://www.crtc.gc.ca/eng/info_sht/t14.htm 
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7/18/2015 -
-Terms of Service 

1. General 

These terms and conditions set out the basis upon which th~may be extended to you. When we refer in these terms and conditions to "Services", we 
mean the mobile voice, data and related services we provide to you. When we say "we", "us", It means operating as 

and when we say "you", it means you, our customer.alllalllneans the monthly fee described in paragraph 4 below. Finally, when we 
refer to a "line", it means a wireless phone number assigned by~ou to use Services in connection with a wireless Product. 

2. Eligibility 

To be eligible to run a-you must be a Pay After customer of-and you must have passed our credit check. 

3. How works 
Eligible customers purchasing a new-Product from us can elect to run a-. If you are an eligible customer and elect to run a-you can 

put all or a portion of the retail price of the Product on your-alance and then pay us only any remaining portion of the retail rice with tax} on the day 

you activate. The amount you can put on your ay vary depending on the plan you select~lan is eligible for the rogram. The 

retail price, the amount you paid for your Product, your if applicable, and your initial-balance is set out on the attached Critical 
Information Summary. Each month we will apply 10% of your monthly payment (excluding taxes, government levies, if any and late charges} to reduce the balance 

of your ..... Your-can only be used by you, the account holder, and only one-an be established for each line that you activate 
with~ 

s an optional monthly fee that allows you to increase the amount of your-when you first sign up for it. If you choose to add 

you agree to pay the amount shown on Page 1 of your Critical Information Summary, ever 

balance is reduced to zero, up to a maximum of 24 months. Your-....,,ay be pro-rated in the first month of your 

does not deplete your-

5. Pay-off Promise 
-will clear any remaining ..... balance on your account for any given Product at the end of the 24th month following the date you activated the Product 

associated with your ~e say llllwm clear any remaining balance", we mean thatlllllllwill credit you-for an 

amount which will reduce your-balance to zero. 

6. You Leaving Us 

As a-customer, you always have the right to terminate the provision of Services at any time and you can repay you-at in time. When we hear 

from you (or your new wireless service provider} that you want to leave us, you are obligated to pay us for the outstanding portion of your You can 
keep the Product. If you want to terminate the provision of Services for some but not all lines on your account, you may do so, but will be required to repay the 

or the terminated lines. We will continue to reduce you a lance for the remaining lines until you termina~ion of Services for the 

last line in respect of which you have a ..... balance, at which point, you must pay us for the outstanding balance of your- If you return a 

Product to us in accordance with our returns policy and do not take a replacement Product, we will reset you-alance for that Product to zero. Our 
returns policy is posted at 1and is summarized on your invoice. 

7. Us Leaving You 
Our terms of service give us the right to suspend and/or terminate the provision of Services to you in certain circumstances. You can see our Terms of Service at 

If we terminate the provision of Services to you, you will be required to repay the outstanding balances of your-and if you fail to do 

so by the due date specified on your invoice, we have the right to charge interest on the outstanding balance(s} of the at the rate of 2% per month 
(26.82% per year) or the rate set out on the invoice. We may also charge you for reasonable administrative and/or collection costs that we incur. 

8. You changing your plan 

If you have activated a plan with a-nd later want to switch to another -plan, if that new plan is one for which a lower value of-s 

available with your Product than the current balance of your- you must pay any difference between your balance at the date of the plan 

switch and the value of the available on that date for your Product and the new plan. Your Pay Off Promise date will not change. A rate plan change fee 

may apply. Your may stay the same or may be reduced depending upon which new plan you select. 

9. You upgrading your Product 
If you are an existing Pay After customer and want to purchase a new Product and you want to run a -for the new Product, you may do so If: (I} you 

meet the eligibility requirements described above for the- (i~ twelve months or more have elaps~urchased your other Product using a 

; and (iii} at the time of purchasing your new Product, you have agreed to repay any outstanding-for your other Product. The 24 month 

period described in paragraph 5 above entitled Pay-off Promise will commence when you purchase your new Product and sign a new~reement. Even 
if you are eligible to upgrade your Product, we reserve the right to limit the availability of specified Products from time to time, as we see fit. 

10. Tracking your-
(a) If we have credited you with a reduction in your balance for any given month but we subsequently discover that you were charged an incorrect 

amount for that month and we refund your payment or if your payment is rejected by your financial institution, we will adjust yo 
needed to reflect the appropriate amount. 

alance up or down as 
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7/18/2015 -balance will appear on your electronic or paper invoice as applicable. If you return your Product in accordance with our returns policy and your 

balance is reset , your new balance will appear on the paper receipt you receive on the day you make the return. 

11. Trade-Marks 

The and names and logos and other words, titles, phrases , marks, logos , icons , graphics used by us are our trade-marks or 
are used by us under license. are protected by law and may not be used, copied imitated or used in whole or in part without our or our licensors' prior written 
consent. The I I ,ames and logos are trademarks o and are used by us under license. 

12. Changes to the Tab Terms 

We reserve the right to modify or cancel our -program at any time. We will provide you with 30 days' prior notice if we change the terms and conditions 

that govern If we terminate the program and/or these terms and conditions at any time, we will still honour these terms and conditions as they relate to 

you If we change these terms and conditions at any time while you have an outstanding balance on your we will not change the fact that 
we apply 10% of your month% payment (excluding taxes, government levies, if applicable and late charges) to repay your outstanding balance and we will not 

require that you pay out yoUJI except as otherwise described in these terms and conditions. 

13. Governing Law 
You agree that, to the fullest extent permitted by law, these terms and conditions will be governed exclusively by the laws of the province of-

By signing below, you acknowledge receipt of and agree to be bound by our current terms of service, and if you have chosen to run a , by the terms 

and conditions relating to . These terms and conditions are available online and can be printed in store, if requested. If you ha:e chosen to provide a 
deposit, ~ill notify you if it determines, in its sole discretion, it no longer requires you to post a security deposit. In that case, ill credit your-
account in the amount of the security deposit unless otherwise stated. You confirm that you requested that this contract be drawn up in English. Vous confirmez 
vous avez demande que le present contract soil redige en anglais. 

I agrerhat I ~o not require a paper copy of thelllliarerms of Service and will review the permanent copy online at  (Customer's initial 

Customer signature 

Store Rep 

 

Date 
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Your Agreement 

August 03, 2015 

Acct#; 
Mobile#: 
SIM#: 

Agreement Effective Date; August 03, 2015 

Thanks for choos Ing 

Location: 
Rep ID; 

You've made a good call. The products and thei services you selected today ;are described in this agreement. 

Here's what you've chosen 

Your new phone: 
Phone; ~16G8BLUE 
Serial#; ........ 

Cost of your phone: 
Full Retail price: 
Your upfrDnt phone cost: 

Your service plan~ 
Anytime Cani!dian Minutes: 200 

Canadian Data: 250 KB 
Canadian Data: 100 MB 

Minimum monthly charge 
Total monthly charge (Including add-ons)"" 

Price G uar.:i ntee 

$168.00 
$168.00 

$30.00 
$30.00 

At-we like to keep things fair and simple.-will not change your monthly rate plan charge or the services included 
in your rate plan without your consent. as long as the plan is in market However, may change other terms, including 
:arges for pay-per-use and optional ser,rjces, after gi11ing you thirty days' nctice. Please refer to the Service Tenns for full details 

"Taxes (including government 911 fees) and charges fer pay-per-u&e services (such as long distance, roaming and additional airtime 
or data) are extra. 

SEE OVER 
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Your Add-ons 

-Mobile $0.00 Pay-Per-Use Intl Leng 
Dhiitam::e 

$0.00 

Your add-ons (also called o tional services are bill8d monthly in advance. Taxes are e;i,:tra. You may cancel an add-<in at any time 
by logging orito Se1Vioe will continue month to month untll you cancel it. Some add-ons require the 
aooeprance of a 1onal terms of service. You will be asked to accept these tenns of service before using the serviC8 fer the first time. 
For rates and full service descriptions for available add-ons, see Ona time servi~ 
at the current rate at ttle time of use_ The tist of one time services available and current rates are posted at ......... 

Included Services in Your Monthly Rate Plan 

US Roam Alr@:1.50 Text Messaging Services Unltd Local Famlly Calling 
BlackBeny APN Act:e&& 
US Roam Toll@ $0.0GCdn 
Unllmfted SMS and MMS 
Data 100MB OP 

Unlimited Canadian LD 
Additional Data $101100MB OP 
Pay Per Use LD Caribbean 
5pm Everiinus & Weekends 

Data & SMS Rates 
PPU Call Forward Toll 
911 Government Fee 
Extra LD Rate {CdnJ 

,i Call Warting Frn incoming roaming SMS 
Conference Calllng 
Voi~ma.11 
Service 

Call Forward PPU Access 
Call Dhsplay Outbound 
Calr Forward Pay Per UM 

Provhsioning Service 
Call Display 

Services available- on a pay-per-use basis ara not in eluded in your monthly rate plan. Current rates at the time of use wi II apply. For more 
infom,ation on pay-per-use services and for current rates see 

Acld1t1ona I Service I nforrnation 

Phone Warranty lnformallon 
If you purchased a new phone with thts Agreement, it is covered 
by a legal warranty, guaranteeing ordinary use for a reasonable 
period IJf time, and by the manufacturer's wammty, which you can 
find in the pack.aging for the phone. Each man ufacl:urer has its cwn 
warranty. but they generally cover repairs required tD fix defects 
for up to a year. Repair Program is available in-store 
and wi II assist you in ta king advantage cf your warranty coverage, 
including th~one is in repair_ For full 
detaits.see ............ 

Contacting 
We're here to hel • Got a question or lssue? Visit 

Y1;1u car, also manage your 
account online, at You may als.o 
be able to use our free Mobile Self Serve App, depending 011 theo 
phone ~n also call -Customer Se-rvice toll 
free at ...... orfrom your phone at~e call). If 
yoo ara entitled to a refund for incorrect billing,allllllwill credit 
your account within thtrty days. 

Cancellatron 

CoYerage Maps 
Coverage maps for wlreless $Elrvices a re avail able at 

Coverage maps are approximate, 
5ince coverage can be affected by a variety of factors, including 
buildings and other obstructions that limit how far a signal can 
carry_ For more details, coosultthe Service Teims_ 

Phone Unlocklng 
New phone5 purchased frcm-can only be used with 1111 
service, but can b& untocked for a $35 fee. If you received a 
discount on the purchase price, the phone can only be unlocked 
after ninety days. 

CRTC Winilna Code 
The CRTC has created a Wireless Code that applies to your 
service, which you can consult at crtc;:.gi;:.c:a/winilesst:ode. To 
make a complaint under the Wireless Code, you can reach the 
Commissioner for Complaint5 for Telecommunications Services 
at 1-888-221-1687. 

Yau can cancel~rvice at any time. If you cancel se1Vice before paying your Tab, any Tab balance becomes immediately due 
and payable. lf-termioates the agreement because of your violation af terms of service before iou have paid your Tab. any 
Tab balanoe becomes immediately due and payable and ownership of the phone wfll revert to All other charges owing to 
-for use of the service will remain dua u n the termination of this agreement. If you return the phone to-by mail within 
a.even business cla of the cancellation ill a I a creclit to our aooount for its residual value. The return malling address 
i5: 

SEE OVER 
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Important Terms 

What ch,trDlt9 ahould I axplld on m,r first blll? 
\'out lirst bill will contain: 

1. Chilrges frooi today's date lg your billing dat11: and 
2. Regular monlhl~ th.irge11 fOfttle :firat compa&~ mt111th, billed in advanea. 

As a 1asult or the cn~rges for a partial monlh, yew fir.it bill wll be high.er 11'1iln u,ua1. 
The ci\arge11 will tMl back to ncwmal 1;1n YQUr mtxt bill. In tne 1ull.lr.t, YQU'II cmly se& 
the~ kinds or par11a1 charga11 iJy1;1U chan!)B your monthfy JJl,1111 or add-ons. 

-
an I manalile my spand'lng? 
prOlildes you with the tools )'OU nead IO maro.i1;1e your SJ)endll'l!ll. All plan& 

inctuae roaming ootilicalitlll!ll and data cap&. R[),8ming ri-otilicatlons arn SBnt by 
SMS when the ptn:mei enll!lll tile roaming terrltlll}' encl~ allow lhe U5er ta cho,m1 
th!! best oplion 1or WHm. Im ,11nd -data 1.1saga while roami11g. F Of data, lhete ls a 
&pellllin; ca? sel at $50 or addi1it;1nt1I charges for i:ra1a U&B in C11nada or $1 00 
of adclitlonal chargll6 Jorimemational data roaming. Each mooth, ailwil Mrid 
a:n S MS MB15&11911 h:I each phone tnat hei;. reached 1he spand ill!! CIIJI- The user 
can lhan E;J;Jn.lin1,,11;1 to use data b1 replying to the SMS to acoapt additional charges. 
Tl'NI additiorll!I charges will be c;ali;uli!tetl using the pay per lJ$lt rates !hat apply 
kl th& Ll!jililr°S rate plan anti i;annw options or al lh& rate cha~ for a one-time 
data bucket me user i;ho!;.e, For intemadonal di.rt.a maming, usage contributing 
towards the CBJJ s1art, onoe lhe data induded in any roaming pack.a~ you hE!q 
purchas9d. oot irocl~dirig renewals. hai; bean used. 

lniii,111 

Can I ll?lilrade rny pllona at any 'Cima.? 
Yes, If you ii~ in !ilQOd credit Standing and p,ay off your currant Tab balarooe, you 
tan ui;i!nlde to the mrw phone or YQur-choioe, 

Can I change m1 ..... plan or add-ons? 
Yes, you can Ghan!l'B ygyr plan or add-ons. at any li!JMI. Eligible options ,..arJ 
dependlr,g on ~cur i.i!e i;ila11 and a.im11nt-Qlfen,, For details when yau want 
to make a change, °Yi$it Self S8IV8. Thara ii; no t:flarge ror changln1:1 ,ala pl,11n9 Of 
ad'd-ons. lhrough Self Serve. 

111 th!l.-e a lrtal P41rlod7 
Ir yoo ,11re not sads~ed 'Will'l )IOUr pnt11111i or lhe sl!W'lllca, yDu can returll the phone 1or 
a full rafl.lnd and cancal sanooa withi11 lifteen days o1 lh1ulart of )'our serrioe period'. 
Cancellation faas do not c1ppfy ullless you have uss,d rno~ than 30 voioe minutes. 
or 50 text messa51Bs OI' 50 megebrtff tlf data. Toa phone mui;t be ret1Jfll£!d in 
near new cxmditkln wi11'1 lhe orlglnal jli!lekagin!I. If yoo ant a person with a dii;abilily, 
this tllal peood i& ex!ended to thirty days amf lh& u~gEI limits are dotJblad. 

Ara there eondhlons with anw- offlil'- I rocolve from ~ 
¥116, BDme special twme1'1ts v.iian KtiYating )'!Xlr sa,,..ic;a at - come wllh 
c;onditions. Arly booos girt )'OU receiYe is yours alter ninety da)"i as a. 
customer: If )'DU c;;;illDIII !;l!lrvice before lhan, yDu a,gr-11e ttJ return 1ha gift to-
or pay Ul9 valua af it. Pleps,e inldal balow If )ICU SIJJ11"ij wi1h lhls c:ondlllon. 

Initials 

Haw will I be ablo to view m1r bill? 
~' &billing, IKI )'OIi must h,1111e access lO lhe intem~and an active email 
:.n;ldress. You 'hill ta.::el\la nt)tilicetions directly on yoor 1:Jnwl~ and at lhe emai I 
atldress yo1.1 have pP"CIYided ttiat your E-S.~111, yau'll 
nNd to sal Up yD1,Jr Self Serve aooourit at_........ 

Enhancad IWI ~ Enh~nced 911 can pravtda ame,rgi11ncy operators w11h lm.irqved 
locatlon inklrTllll1iQr,, For more ln1atmaoon on 1hEI availability. limilatiDnll, 
aM chaFlleleristics of wlrel.ess. e911 ~rvioe and handsela, !]&a,111111' vi~it 

Please rH>1B th~ -does not provide !H 1 t;1~fo 
sarviCll6. p,rovkles advanoad rouling ';fffl° calls to !he cloH&t eme11J11ni:y 
Nrvii;e, a=sa 1X1int, al"ld these ate mllin1ain!KI by looal gc,ye,rnment agencie!;.. 
11191'9 ii; nc 911 11me1"9erq seNIDe iVlDll155 poinl sierving 1h11 area whera you ITTlilke 
a 911 call, you will llOt have 911 apairalcr servioe9. 

Wh!i are th• &111¥1;,11 Term, and 1ha rl\lacy C:omniltmem Important? 
Your us.a af the 11ef\liQe Is subject to lhB Service Terms and lh& PrlYacy 
Convnilmem, which may be cansuttei;t 1111 recelvB 
pape.- copies, contact us at °' from your pnor18 11,t - (a frell' 
call}. 

The Servi~ Terms explain Important lacial t'fght~. Qblig~iQlis and limitations. 
• Tile service may ra11 or ha intsnu~ fo.- man~ reasons, lncludlno netwotic 

maintenance, phyi;iC".111 limit.Eltio11s irillerent lfl !he radio wa ... a.s to delilllllr Iha 
S91'Ylce, 911[1 tsdmicel limitations arising rrom lhe oonnectioo wilh 1;111,e,r 
telecotnrnunica1ion!I =p1mies. -does ootguatanta,a&eMCaaYailabilily. 

, - ma1 IT1EIM chiin~ 11;1 its networks and undertake maintenance at 
any time wllhoul: notice tQ you. - may .also updatB or dlanga 111& 
softwa;re, leatunis and $1i1tlin,g!il Qll your phone. lnclud Ing ttlraugn ·cvBr-lh&-air" 
Instructions. 

• - 'Wil ntJt be liable for tcss of prDffts.. data, e,11min95 or busioe" 
OJIJIQlmlnitie,, economic loss.. punltl11e damagei; or ~ny i,ttier loss an1sed b-y 
Ll5IB or Failure m lh& seMDa ot an)' phan& u&e,d .,,;it, the ~ervioe. 

• -networks can support a wide ran~ (If equipment. However, if you USB 

equipm81lt not pun:tiased frQm - the service may not wart with your 
eqlilp,rnanl In all 11rell!I-. 

The Privacy Commilmant -de,cribes how -may gather, ut;a and diai;IQ11e 
your personal IMa1113111iQn. Tl1e' pennitted uses Ind ud& sandillg yau mar1u1ting 
messages 1ot a~ !ilervices or 1hat are tailored to- i,,our int&r9$11;., bHed 
oo yaur use of - Mrvices. You can always unsubt;,;libtt. Every elect~nil:l 
marbling l11e5,SEl!J& from - 'ldll hav& an uniwb11criblll opti"on, aml you can 
mana!JII" tltller types of marketing massager; flllfTI - by calling Custom11r 
Ser,,,iw, 

The Service T~nns and Pri ... acy Commitmertt ere availabl.i onllne and In atore. 
Please inilial below lo oonfinn llwl sn ontine copy is acceptable far 11. 

lnrtials 

Agontl: Tna rniler h.El!ll ecled as an aQent ont:,, for the activation (If )'t1Ur mobilily 
Hr,alce With - an,;! ilssumes oo responsll:!llity ror1ha pravi11iil;ln of the S11rvice. 
In tha event 1hi11 i!ll !ll?ecified ill Iha agreement bBlwean -llilld tile retailer, 
~ill collect a portion at 111B ci'larges outlined ii bo~e as payment Oil the price 
of the phone you hava pi.cila&ad frQm !tie re1ait.er. 

My autt,,orlzatlon 
I h!IVtl read Iha, terms sat oot in tlii!i!o Agreement and agre& to comply 'M'lh lhem. 
Any us& of lhe Hl'\liCB by ma ouny sie~n I allow to acc8!1S m)' phDna will maan 
that I unoorufltlMaii~ aooapt lflll' Se-rvioe Terms. 

I GDn&-allt tQ 1h11 publication of 1he numbers. aS&irad tc my IIIXlOunt (}'QI.I may 
wllhdraw your llQll!llentat any time b,y call Ing Gu&tDmer Sentice). I con,em 
to Iha e~c;hanlJ& of my account and usage Information wilh D11ler~mpanies 
and their affiliete, Qr deal~. so lhat 111ey can provide ilerviQlll!ll in mallElging my 
accounl o.- one.- me additional seNicM or proi:lucbl . 

I ,11uthorh:e-10obtaln lnfl;lrmatlcm about m)I' crodlt history from lima t-1J1 
time. l 11U1hor1n any peRU111n, c;om,umor 111portlng agMe,y or crvdit granti:..
to verify tho Information p.-oylded, and I c:on1o111nt to the a:ioc:hange of cradlt 
Information with alhal"ll, at •flll tlmo, lnctudlri ment hl11-t-1J1 with - ) 

SEE OVER 
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Appendix 6 - Sample CIS and “Contracts” 

 

CCTS attaches for the Commission three sample “contracts”:   

 

Appendix 6a: The WSP informed us that this is the customer’s entire contract.  The first 
page indicates “Your Agreement” and the document doesn’t indicate there’s a CIS 
included. If we assume that the first couple of pages are the CIS, than the “Contract” is 
missing some key information and the CIS is not a document that is summarizing the 
most important elements of the contract.  

 

Appendix 6b: The WSP informed us that this is the customer’s entire contract.  It’s not 
clear whether the first two pages are supposed to be the CIS, the Agreement or both. 

 

Appendix 6c: When we asked the WSP for a full copy of the contract and related 
documents that the customer was given at the point of sale, it gave us this 3 page 
document.  The problem with this document is that the CIS is not a summary of the 
actual terms of the Agreement which begins on page 3.  

 

 

 

 



Your Agreement

SEE OVER
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Acct #:
Mobile #:
SIM #:

Location:
Rep ID:

Agreement Effective Date: November 20, 2015

eTransaction # 

Thanks for choosing

You've made a good call. The products and the services you selected today are described in this agreement.

Here's what you've chosen:

Your service plan:
Anytime Canadian Minutes: Unlimited

Canadian Data:  2 GB

Your monthly service charge:
Minimum monthly charge : $44.00
Add-ons: $0.40

Your monthly service charge*: $44.40

*Taxes (including government 911 fees) and charges for pay-per-use services (such as long distance, roaming and additional airtime or data) are extra.

Price Guarantee

At , we like to keep things fair and simple.  will not change your monthly rate plan charge or the services included
in your rate plan without your consent, as long as the plan is in market. However,  may change other terms, including
charges for pay-per-use and optional services, after giving you thirty days' notice. Please refer to the Service Terms for full details
at 
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Your Add-ons

Mobile $0.00 Pay-Per-Use Intl Long Distance $0.00
Quebec Municipal Tax $0.40
 
 
 
 
 
Your add-ons (also called optional services) are billed monthly in advance. Taxes are extra.

Included Services with Your Monthly Rate Plan

Text Messaging Services Free incoming roaming SMS Unlimited SMS and MMS
US Roam Toll @ $0.00Cdn PPU Call Forward Toll Data 2GB
US Roam Air @1.50 Unlimited Canadian LD Extra LD Rate (Cdn)
Pay Per Use LD Caribbean BlackBerry APN Access Unltd Local Family Calling

 Data & SMS Rates 911 Government Fee Call Waiting
Conference Calling Call Forward PPU Access Voicemail
Provisioning Service Call Display Outbound Call Display
Service Call Forward Pay Per Use

Additional Service Information

CRTC Wireless Code
The CRTC has created a Wireless Code that applies to your
service, which you can consult at crtc.gc.ca/wirelesscode. To
make a complaint under the Wireless Code, you can reach the
Commissioner for Complaints for Telecommunications Services
(the CCTS) at 1-888-221-1687.

Coverage Maps
Coverage maps for  wireless services are available at

. Coverage maps are approximate.
Coverage can be affected by a variety of factors, including
buildings and other obstructions that limit how far a signal can
carry.

Phone Unlocking
New phones purchased from  can only be used with 
service, but can be unlocked for a fee. You may unlock your device
for a $35 fee until September 30, 2016, and for a $50 fee after
that date. If you received a discount on the purchase price, the
phone can only be unlocked after 90 days.

Contacting 
We're here to help. Got a question or issue? Visit

 You can also manage your account
online, at . You may also be able to
use our free Mobile Self Serve App, depending on the phone you
have. If you are entitled to a refund for incorrect billing,  will
credit your account within thirty days.

Cancellation

You can cancel your service at any time. If you cancel service before paying your Tab, or if  terminates the agreement because
of your violation of the terms of service, any Tab balance becomes immediately due and payable. All other charges owing to 
for use of the service will remain due upon the termination of this agreement.

Appendix 6a 
Page 2 of 4 

TNC 2016-293 
CCTS



SEE OVER

                                       - 3 / 4

Important Terms

What charges should I expect on my first bill?
Your first  bill will contain:

1.Charges from today’s date to your billing date; and
2.Regular monthly charges for the first complete month, billed in

advance.
As a result of the charges for a partial month, your first bill will be
higher than usual. The charges will be back to normal on your next
bill. In the future, you’ll only see these kinds of partial charges if
you change your monthly plan or add-ons.

How will I be able to view my bill?
 uses E-billing, so you must have access to the internet and

an active email address. You will receive notifications directly on
your phone and at the email address you have provided that your
E-Bill is ready. To access your E-Bill, you’ll need to set up your
Self Serve account at .

Is there a trial period?
If you are not satisfied with your phone or the service, you can
return the phone for a full refund and cancel service within fifteen
days of the start of your service period. Cancellation fees do not
apply unless you have used more than 30 voice minutes or 50
text messages or 50 megabytes of data. The phone must be
returned in near new condition with the original packaging. If you
are a person with a disability, this trial period is extended to thirty
days and the usage limits are doubled.

How are pay-per-use services charged?
Services available on a pay-per-use basis are not included in your
monthly rate plan. Current rates at the time of use will apply. For
more information on pay-per-use services and for current rates
see .

Can I upgrade my phone at any time?
Yes, if you are in good credit standing and pay off your current
Tab balance, you can upgrade to the new phone of your choice.

Can I change my rate plan or add-ons?
Yes, you can change your plan or add-ons at any time. Eligible
options vary depending on your rate plan and current 
offers. For details when you want to make a change, visit Self
Serve. Some add-ons require the acceptance of additional terms
of service. You will be asked to accept these terms of service
before using the service for the first time. You may cancel an
add-on at any time by logging onto .
There is no charge for changing rate plans or add-ons through
Self Serve.

For rates and full service descriptions for available add-ons, see
. One time services fees are charged

at the current rate at the time of use. The list of one time services
available and current rates are posted at 

.

How can I manage my spending?
 provides you with the tools you need to manage your

spending. All plans include roaming notifications and data caps.
Roaming notifications are sent by SMS when the phone enters
the roaming territory and they allow the user to choose the best
option for voice, text and data usage while roaming. For data,
there is a spending cap set at $50 of additional charges for data
use in Canada or $100 of additional charges for international
data roaming. Each month,  will send an SMS message to
each phone that has reached the spending cap. The user can then
continue to use data by replying to the SMS to accept additional
charges. The additional charges will be calculated using the pay
per use rates that apply to the user’s rate plan and service options
or at the rate charged for a one-time data bucket the user chooses.
For international data roaming, usage contributing towards the
cap starts once the data included in any roaming package you
have purchased, not including renewals, has been used.

Initials__________

Agents: The retailer has acted as an agent only for the activation
of your mobility service with  and assumes no responsibility
for the provision of the service. In the event this is specified in the
agreement between  and the retailer,  will collect a
portion of the charges outlined above as payment on the price of
the phone you have purchased from the retailer.
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Why are the Service Terms and the  Privacy
Commitment important?
Your use of the service is subject to the Service Terms
and the Privacy Commitment, which may be consulted at

. To receive paper copies, contact us at
 or from your phone at  (a free call).

The Service Terms explain important legal rights, obligations and
limitations.
■ The service may fail or be interrupted for many reasons,

including network maintenance, physical limitations inherent in
the radio waves to deliver the service, and technical limitations
arising from the connection with other telecommunications
companies.  does not guarantee service availability.

■  may make changes to its networks and undertake
maintenance at any time without notice to you.  may also
update or change the software, features and settings on your
phone, including through "over-the-air" instructions.

■  will not be liable for loss of profits, data, earnings or
business opportunities, economic loss, punitive damages or
any other loss caused by use or failure of the service or any
phone used with the service.

■  networks can support a wide range of equipment.
However, if you use equipment not purchased from  the
service may not work with your equipment in all areas.

The Privacy Commitment describes how  may gather,
use and disclose your personal information. The permitted
uses include sending you marketing messages for other 
services or that are tailored to your interests, based on your use
of  services. You can always unsubscribe. Every electronic
marketing message from  will have an unsubscribe option,
and you can manage other types of marketing messages from

 by calling Customer Service.

The Service Terms and Privacy Commitment are available online
and in store. Please initial below to confirm that an online copy is
acceptable for you.

Initials__________

Enhanced 911: Enhanced 911 can provide emergency operators
with improved location information. For more information on
the availability, limitations and characteristics of wireless e911
service and handsets, please visit .
Please note that  does not provide 911 operator services.

 provides advanced routing of 911 calls to the closest
emergency service access point, and these are maintained by
local government agencies. If there is no 911 emergency service
access point serving the area where you make a 911 call, you will
not have 911 operator services.

My Authorization

I have read the terms set out in this Agreement and agree to comply with them. Any use of the service by me or any person I allow
to access my phone will mean that I unconditionally accept the Service Terms.

I consent to the publication of the numbers assigned to my account (you may withdraw your consent at any time by calling 
Customer Service). I consent to the exchange of my account and usage information with other  companies and their affiliates
or dealers, so that they can provide services in managing my account or offer me additional services or products.

I authorize  to obtain information about my credit history from time to time. I authorize any person, consumer
reporting agency or credit grantor to verify the information provided, and I consent to the exchange of credit information
with others at any time, including my payment history with 

_____________________ ____________________________
Customer Signature  authorized sales agent
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Order N~mber: -
D.f!te: March 28. 2016 
Activity: New activation 

YOUR INFORMATION: 
Customer Name: 
Account Number: 
Mobile Number: 
Default Voicema, 
Email: 
Address: .... 
YOUR DEVICE DETAILS: 
Model: HSPA SAM RUGBY 4 DEALER 
SIM Number: ~ 
IMEI/ESN/MEI~ 

Device Retail Price: $249. 95 
Agreement Credit: $249.95 
Amount Paid for Device: $0.00 

YOUR RATE PLAN DETAILS: 

Plan: Basic Phone 25 - 24M 

• 100 anytime local minutes 
• Call Waiting. Conference Calling 

CRITICAL INFORMATION SUMMARY 

Store: 
Consultant: 
Store Phone Number: 

Monthly Payment Method: Monthly Bill 
First Bill Date: April 27. 2016 

Manage your account with. 
View your usage. make oavmen s. add features and 
more. Register online at • 1 

Download the llllllllaPP at 

Commitment Period: 24 Months 
Start Date: March 28. 2016 
End Date: March 27. 2018 

Your service will continue month-to-month ofter this end dote. 

Device Unlocking Fee: $50 
If your account carries a security deposit or is ~o a 
credit limit. the unlocking fee is $150. Refer to -

for complete details. 

Early Cancellation Fee: 
To cancel early. you will have to pay the remaining 
device balance at the time of cancellation. 
Your Remaining Device Balance: $239.53 
Monthly Reduction of Device Balance: $10.41 /month 
$0 Device Balance Reached: February 28. 2018 

Minimum Monthly Charge: $25.00 

• Unltd sent& recvd txt,pic&vid msgs - Can 

If you exceed the usage a::ewed in vour rote pion or change rote plans. additional usage charges may apply. Additional usage charges may 
change over time. See for current charges. 

We're here to help. 

Effective: 18/10/2015 

If you have any questions about 
account information an time at 
Self serve app, or call 
to 6 p .m. 

service, you can access your 
or on your device with the 

Mon.-Fri., 8 a.m. to 9 p .m. and weekends, 9 a.m. 
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YOUR PROMOTIONS: 

• Promotion $0.00 
• Expires: April 27, 2016 

Promotior..al discount(s) will appear on your bill(s). If you exceed the usage allowed in your promotions. additional usage charges may apply. 
Additional usage charges may change over time. See-or current charges. 

TOTAL MONTHLY CHARGE: $25.00 

(Taxes and additional usage charges are extra.) 

ONE-TIME CHARGES: 

• Partial Monthly Plan Charge $24.17 

Your first bill date is April 27, 2016. Partial monthly pion charge is a proration of your minimum monthly charge for 30 days between your start date 
and first bill date. 

THE CRTC 

CRTC stands for Canadian Radio-television and Telecommunications Commission. They have created a Wireless Code that 
applies to your service, which you can find at crtc.gc.ca/wirelesscode. "is committed to ensuring that you know your 
rights and if you have a concern, please contact us at If we are unable to resolve your issue to your 
satisfaction, you can reach the Commissioner of Complaints for Telecommunications Services at 1 888 221-1687. 

Effective: 18/10/2015 
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OUR AGREEMENT 

hoosing. Please confirm your delivery preference and accept your ~greement as requested 

You agree that your-Agreement (and related documents) will be sent to your confirmed email 
address of record for your account. You are responsible for any technical or other resources (including 
Adobe Reader software) required to access and print these documents. Unless you notify us within 48 hours 
of completing your transaction, we will assume you have received your documents. Remember that there is 
no guarantee that email~secure. A copy of your - Agreement (and related 
documents) is available at ..... 

My authorization: By signing below, you agree (a) you have read and understood the Critical Information Summary, this Our 
Agreement page, and attached Terms of Service and any attached Disclosure Statement and/or Preauthorized Debit 
Authorization (together called our "Agreemenf'J; {b) you are bound by all terms and conditions contained in your 
Agreement; and (c) you are responsible for and will pay all charges incurred in accordance with the Agreement. including 
charges incurred by others usin~ur services or device. In addition, you consent to our collection of your credit and 
payment information from other-companies, credit grantors and reporting agencies over time. u also consent to our 
use and disclosure of this information to these parties to assist with assessing your creditworthines . a dour disclosure of this 
inform on to collection encies to sist with the collection of moni d, all fr 

Get to know your device 

D 
Check out our step-by-step vid eo 
tutoria ls and user guides a t 

Effective: I 8/10/20 I 5 

Return Policy 

If you purchase a device frorrllllllwhic h does not meet 
your needs, you may return ii. if the device: 

(a) is returned within 15 calendar days of the 
commitment start date; 

(b) is in "near new" condition with the original 
packaging, manuals and accessories; and 

(c ) hos not exceeded 30 minutes o f voice usage or 
50 MB of data usage. 

Device must be returned with original receip t to the store 
of purchase or to the address specified for returns if you 
purchased anline or by phone. SIM Cards are not 
returnable once the packaging has been opened or the 
SIM Card is a ctivated. 

If you are a person with a disability, you may return your 
device within 30 calendar days of the commitment start 
date with up to double the usage indica ted above. 

Smart/Phone Care plan 

Your devic e comes with a limited 
manufacturer's warranty. For extra peace 
o f mind.~ffers extended warranty 
coverag-gainst loss, theft. and damage 
through Smart/Phone Care plans. 
These plans inc lude up to two d evice 
replacements. A Service Replacement Fee 
of up to $299 applies for each 
replacement. See Schedule A for further 
details and fees. Available in select 
provinces. 
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