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[bookmark: _Toc110859065]Sales Call Checklist
· Sales Scripts must include a clear detail of the Sales Advisor’s name and Stockist who is calling at the start of the call, it must be made clear that you are an Authorised Stockist for the EE Network and be clear that you are NOT calling on behalf of the network (terminology such as Partner or Specialist are not to be used).

· Sales Scripts must confirm that you are speaking to the Account Holder. (For sales processed using the ‘Call Validation’ proofing method customers must also be asked to confirm their full name, full address and date of birth. Customers must not be prompted with this information). Call Validation can only be completed by dialling the mobile number to be Upgraded/ Migrated.

· The Stockist must take reasonable steps to ensure the customer is aware that calls are recorded. This can be on the Inbound IVR, on Outbound calls or in documented Terms and Conditions.

· Sales Scripts must include the monthly fee and what's included in the plan in terms of calls, texts, voicemail (if included) and data. Details of additional products and/or services (such as Broadband, Value Added Services) and handset specification should be confirmed. Any discounts or promotions should be made clear. An explanation of any fair usage policies or capped limits relating to the plan must also be given.

· In accordance with Section 124S of the Communications Act 2003, from 1st October 2018 all mobile customers must be offered the opportunity at point of sale to control their spending by adding a Spend Cap to their mobile contract. A brief description of how the Spend Cap works, what’s included and excluded and how the customer can change this should also be provided.
· Customers must be offered the opportunity at point of sale to provide a PAC/ STAC code in order to transfer/ cancel a mobile number from another provider.

· It must be made clear to the customer that they would be entering into a new contract, the length (including any rollover) and start date must be clearly stated.
· Sales Scripts must detail key Out of Bundle charges; you must include calls to mobile networks and landlines, as well as charges for SMS, data, voicemail, Access Charge numbers beginning 09, 118, 084 & 087. (You should also include maximum charges to calls to numbers beginning 070). It must be made clear that additional charges will apply for calls, texts and data whilst roaming outside of the EU/EEA, and that a £2 per day EU Roaming charge will be applicable if the customer wishes to use their allowance whist roaming in the EU/EEA but does not have an add-on or Smart Benefit which includes EU roaming.

· Sales Scripts must include Information about annual price increases.

· Coverage check:
· 4G: A coverage check using the EE coverage checker must be completed during the sales journey for all new customers (optional for existing customers)
· 5G (where the Partner/ Stockist is approved to sell 5G): A coverage check using the EE coverage checker must be completed during the sales journey for all customers signing up to 5G network plans and services
· Recommendation is to check two postcodes (home & work).

· Sales Scripts must include the Terms and Conditions, including a detailed and clear explanation of the process the customer must follow to obtain any Sales Incentives. It must be made clear the Incentive is directly with the Stockist, not the Network and there will be a separate contract for the Incentive.

· If a deposit or delivery charge is applicable, this must be detailed during the Sales Call.

· If, during the call, the customer indicates that they have already arranged an Upgrade with another company then it must be made clear that you are calling from a different company. The customer must clearly state that they are happy to enter negotiations with yourselves and be aware that they must cancel any Upgrade previously arranged.

· Documented Sales Scripts are required for all sales types performed as 'telesales'- this includes New Connections, Additional Lines, Upgrades, Migrations and Airtime only upgrades.

· Scripts must be trained to all staff as part of their Induction to ensure as part of every call, all key points are clearly covered with the customer. 

· A documented and structured call monitoring process must be in place to ensure all staff are adhering to Scripts.

[bookmark: _Toc110859066]EECC/ Ofcom Regulations
In accordance with the European Electronic Communications Code (EECC) and Ofcom Regulations, business customers with ten (10) or less employees must be provided with a pre-contract information document outlining key elements of the proposed connection. This document must be provided in a durable medium and signed, formally agreed to in conjunction with the Network contract, or confirmed via a Sales Verification call for Distance Sales. Partners/Stockists must ensure that they issue a pre-contract and get the customer’s signed (handwritten or digital) or verbal authorisation to proceed prior to processing the connection. A copy of this document must be stored for audit purposes.

In accordance with EECC regulations customers with less than ten (10) employees who have been advised to connect to a tariff longer than 24 months must be given the opportunity to review equivalent tariffs of a shorter tenure length. 

The EECC pre-contract must be presented in a durable medium with a font no smaller than 10 points in size. Information to be provided includes:
· An overview of the selected package (inc. add-ons, Smart Benefits & equipment)
· Details of data speed (inc. coverage checker link and how speeds are estimated)
· Total monthly charges and any upfront charges
· Contract length including rollover
· Information on cancellation rights and the process
· Information or links on how we can support disabled or vulnerable end users
· A link to further information including data security, complaints policy, etc
· Full plan information detailed line by line including all relevant regulatory information (inc. discounts, spend cap, PAC/STAC, links to out of allowance charges, etc.)
· Details of billing method and frequency
· Further terms and conditions including Annual price increase, early cancellation charge, roaming charges, data restrictions, and Smart Benefits
· The document MUST also be signed or attached to a corresponding EE contract (or confirmed in the verification call of a distance sale).

The EECC pre-contract should be populated with the information discussed during the Sales Call (in addition to the above required detail) and issued to the customer prior to completion of the Verification Call. The pre-contract information can be formally agreed by customer electronic signature or via formal acceptance on the Verification call to ensure an efficient process.


[bookmark: _Toc110859067]Example Sales Call Script
Good Morning/Afternoon this is .............. calling from ......................, an Authorised EE Stockist.
I am calling about your current mobile phone package. Is now a convenient time? Ok, firstly can I please inform you that all our calls are recorded and monitored for training and security purposes? 
Can you please confirm your full name, address and date of birth? Are you the Account Holder for this phone?
Discuss usage and enter sales conversation. 
Ok so the deal I can offer you is: ‘Give package name’ This is a XX-month contract, starting from XX date (including XX months rollover). This will be £XX per month inc/exc VAT and includes XX minutes, XX texts, XXGB internet. The handset provided will be XXXXXXXX Explain features of the handset.
Your monthly price plan charge will increase on or after 31st March every year by the CPI rate of inflation published in January that year, plus 3.9%. 
Do you want to restrict how much you can use your phone outside of your regular monthly price plan and any recurring charges by setting a Spend cap? Restricting the usage on your account means you won’t be able to use your phone to call certain numbers, send picture messages or emojis, call abroad from the UK, or use your phone abroad outside of your inclusive allowances.  *Give options No Cap/ £0-£50 Cap. Where a customer requests a Cap the £20 option is recommended to give customers the freedom to use out of allowance services if needed (NB: picture messages / emoji’s via iMessage are not restricted)
Certain charges such as Service Charges, Add-ons, Admin charges and Data Passes are not included in your cap. A full list of services excluded from the Spend Cap can found on EE’s website (www.ee.co.uk) You can pause, remove or change your Spend Cap at any time by contacting EE Customer Services.
Coverage check:
a. 4G: A coverage check using the EE coverage checker must be completed during the sales journey for all new customers (optional for existing customers)
b. 5G (where the Partner/ Stockist is approved to sell 5G): A coverage check using the EE coverage checker must be completed during the sales journey for all customers signing up to 5G network plans and services
c. Recommendation is to check two postcodes (home & work).

If you exceed your allowances then Out of Bundle charges will apply, these will be detailed on your Welcome Letter, but I will run through the main ones for you now. *You must include calls to mobile, landlines, SMS, data, voicemail (unless unlimited) and Access Charge numbers beginning 09, 118, 084 & 087. (You should also include maximum charges to calls to numbers beginning 070). 
Using your minutes, texts and data in the EU/EEA is no longer included in your plan allowance. From January 2022 you’ll be charged £2 per day to use your allowance in the EU/EEA unless you have an add-on or Smart Benefit which includes roaming. 
Do you have a PAC/ STAC code that you would like to provide to transfer/ cancel your existing mobile number from your current provider?
Sales Incentives
Any Sales Incentives (cashback, buyout, Early Upgrade Fee refund and accessories) must be fully explained to the customer including the exact amount and how to redeem. It must be made clear that the incentive is offered by the Partner and not the Network and that separate terms and conditions apply for the Sales Incentive. Sales Incentives must be easy to redeem and not carry any unduly restrictive terms.  
Does that sound Ok? Do you want to go ahead with this?
One of my colleagues will call you within XXX to confirm this offer, process the connection and arrange delivery. 
(If in scope of EECC- see below for details) We will shortly send you a pre-contract summary outlining all the details we have discussed and some additional information to ensure you have all the important information before you commit to the contract. You can either sign this document electronically or we will ask you on the next call to confirm you have read and understood all the details and are happy to proceed. 
Thank You, Goodbye
**The above Script is to be used as a guide only. It includes all the information that must be explained to a customer as part of GC C8 regulations. Please refer to the B2B/Consumer Compliance guidelines for full details. 



[bookmark: _Toc110859068]Verification Call Checklist
· The Verification call should be completed by a different person to the one who completed the sales call (wherever possible).

· Verification Scripts must include a clear detail of the Stockist who is calling at the start of the call (terminology such as Partner or Specialist are not to be used).

· Verification Scripts must confirm that you are speaking to the Account Holder. (For sales processed using the ‘Call Validation’ proofing method customers must also be asked to confirm their full name, full address and date of birth. Customers must not be prompted with this information). Call Validation can only be completed by dialling the mobile number to be Upgraded/ Migrated.

· The Stockist must take reasonable steps to ensure the customer is aware that calls are recorded. This can be on the Inbound IVR, on Outbound calls or in documented Terms and Conditions.

· If the customer has been issued an EECC pre-contract confirm that they have had adequate time to read the document and that they are comfortable to proceed.

· Verification Scripts must include the monthly fee and what's included in the plan in terms of calls, texts, voicemail (if included) and data. Details of additional products and/or services (such as Broadband, Value Added Services), discounts or promotions should be made clear. An explanation of any fair usage policies or capped limits relating to the plan must also be given.

· Verification Scripts must confirm the customer’s chosen Spend Cap and how this works.

· The handset specification should be confirmed. It must be stated that the handset is provided by the Stockist and not the Network and highlight any terms that may apply. 

· Verification Scripts must include the contract length and start date, including any rollover months if applicable.

· Verification Scripts must detail key Out of Bundle charges; you must include calls to mobile networks and landlines, as well as charges for SMS messages, data, voicemail (unless unlimited) & Access Charge numbers beginning 09, 118, 084 & 087. (You should also include maximum charges to calls to numbers beginning 070). It must be made clear that additional charges will apply for calls, texts and data whilst roaming outside of the EU/EEA, and that a £2 per day EU Roaming charge will be applicable if the customer wishes to use their allowance whist roaming in the EU/EEA but does not have an add-on or Smart Benefit which includes EU roaming.

· It must be explained how Access Charges work for number ranges 118, 084, 087 & 09. There will be now two charges on the customer’s EE bill – an Access Charge (AC) - charged by EE, as pence per minute and a Service Charge (SC) - charged by the organisation the customer is calling, who is also responsible for communicating how much this is.

· Verification Scripts must state that additional charges will apply if the customer chooses to receive paper bills. When completing connections for existing customers, advise the customer that their previous billing option will remain in place.

· Verification Scripts must include an explanation of any Pro-rata, changes to billing, when tariff changes take effect and the Sim activation process for Migrations to EE.

· Verification Scripts must inform customers who are migrating from Orange or T-Mobile to EE, that they will be unable to revert to their previous brand. 

· Verification Scripts must include details of the 14-day cooling off period available to consumers under The Consumer Contracts (Information, Cancellation & Additional Payments) Regulations and confirmation of delivery, next steps and what documentation will be received and when.

· Please remember that if a customer decides to cancel their contract during the 14-day cooling off period, you must ensure that you contact EE and any other third party who may be providing services to the customer (e.g. insurance). Under the Consumer Contracts (Information, Cancellation & Additional Payments) Regulations, traders are responsible for terminating ancillary contracts. For more information, please seek independent legal advice.

· Verification Scripts must include Information about termination charges, termination rights and procedures.

· Verification Scripts must include Information about annual price increases.
· During Verification Calls the customer’s permissions around Marketing preferences and consent for Usage Information must be captured (New Acquisition/ PAYG to PAYM Migrations only).
· Customers must be given the opportunity to view Network Terms and Conditions and written confirmation of the offer prior to positive acceptance. This can be done by directing customer to the Stockists own website, the ee.co.uk website or emailing the customer directly.

· Customers must be advised that Connecting Partner Authorisation (Third Party Access) will be automatically applied unless the customer opts out by emailing EE.

· Verification Scripts must include the Terms and Conditions, including a detailed and clear explanation of the process the customer must follow to obtain any Sales Incentives. It must be made clear the Incentive is directly with the Partner, not the Network and there will be a separate contract with separate terms for the Incentive.

· Verification Scripts must include positive acceptance from the customer- for example, the Sales Advisor could state, "having confirmed the details of the contract, are you happy to proceed?”

· Verification Scripts must include detail of the Stockist’s Customer Service number. Stockists cannot use premium rate numbers for in-life customer support/assistance.

· Documented Verification scripts are required for all sales types performed as 'telesales'- this includes New Connections, Additional Lines, Upgrades, Migrations and Airtime only upgrades.

· Scripts must be trained to all staff as part of their Induction to ensure as part of every call, all key points are clearly covered with the customer. A documented and structured call monitoring process must be in place to ensure all staff are adhering to Scripts.                                                                                                                                                                             
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Good Morning/Afternoon this is .............. calling from ......................, an Authorised EE Stockist
I am calling to confirm the package that you have agreed with my colleague......... Is now a convenient time? Ok, firstly can I please inform you that all our calls are recorded and monitored for training and security purposes? 
Can you please confirm your full name, address and date of birth? And can I confirm that you are the Account Holder for phone number 00000 000000?
(If customer has received an EECC pre-contract) Can I confirm that you have received the pre-contract summary that was sent to you via e-mail? Can I also confirm that you have read the document and are happy to proceed?
The package that you have agreed is: ‘Give package name’. This is a XX-month contract, starting from XX date (including XX months rollover). This will be £XX per month inc/exc VAT and includes XX minutes, XX texts, XXGB internet. (If the connection is bound by EECC/Ofcom regulations and the contract term is greater than 24 months, please ensure that the customer is aware that there are 24 month equivalent plans available and is aware of the benefits of the chosen plan).
*You have chosen to add a Spend Cap of £xx to this mobile contract. This will cap your bill at your monthly recurring charge plus this amount. Please note that certain charges such as Service Charges, Add-ons, Admin charges and Data Passes will not be included in the Spend Cap. For a list of the exclusions please visit EE’s website (www.ee.co.uk). You can pause, remove or change your Spend Cap at any time by contacting EE Customer Services.
*You have chosen not to add a Spend Cap to this mobile contract. You can change this at any time by contacting EE Customer Services.
The handset you have chosen is the XXXXXX and this will be supplied by ourselves and not the network free of charge or at a cost of £XX.XX. *State any terms that apply to the handset & explain delivery
If you exceed your allowances then Out of Bundle charges will apply, these will be detailed on your Welcome Letter, but I will run through the main ones for you now. *You must include calls to mobiles, landlines, SMS, data, voicemail (unless unlimited) & Access Charge numbers beginning 09, 118, 084 & 087. (You should also include maximum charges to calls to numbers beginning 070). 
Using your minutes, texts and data in the EU/EEA is no longer included in your plan allowance. From January 2022 you’ll be charged £2 per day to use your allowance in the EU/EEA unless you have an add-on or Smart Benefit which includes roaming. 
For specific details before you travel text RO then the country you are visiting to 150.
If you call an Access Charge number range (beginning 09, 118, 084 or 087) you will notice two charges on your EE bill – an Access Charge (AC), charged by EE at XXp per minute and a Service Charge (SC), charged by the organisation you are calling and who is also responsible for communicating how much this charge is.
Additional charges will apply if you choose to receive paper bills. When completing connections for existing customers, advise the customer that their previous billing option will remain in place.
Connecting Partner Authorisation: By connecting through an Authorised EE Stockist EE will allow us access to your Account to obtain billing information, make changes (with the exception of requesting PAC codes or account closures) and add products/services on your behalf. You will remain responsible for all changes made to your Account including any and all charges which may arise as a result of actions pursuant to this authorisation. EE shall not be liable for any actions taken by EE in fulfilling requests from the Stockist. This authority will continue unless you wish to revoke it by emailing thirdparty.opt.out@ee.co.uk
EE Upgrades: Your new Talkplan is effective straight away. Your next/first bill will therefore be subject to Pro-rata line rental charges as you will be billed for one full month, plus the extra days between now and your billing date. Your Inclusive allowances will also be calculated on the same Pro-rata basis.
Additional Lines: As you have added another line onto your account part way through your billing period you will see part charges on your next bill. You will see a charge for the additional line from the date of joining, up to your bill date and a charge for your additional line, equivalent to one month in advance. It’s the same for your inclusive allowances too, you will receive a partial allowance to use on your new phone until your billing date.
EE New Connections: In around six days’ time, you will receive your first bill from EE. This will cover your monthly recurring charges in advance. Your new package is effective immediately and you will receive a partial allowance of your inclusive benefits to use on your new phone until your billing date, this is usually within three days of connection.
Business EE Migrations: Your Orange/T-Mobile account will now be cancelled, and you will receive a final bill shortly, should this result in a credit amount this will be automatically refunded to you via your usual payment method within 8 days. Your billing date and Direct Debit date has changed. You also have a new Account number and if you have not opted for itemised billing, you will also need to set up a new Online Billing Account at www.ee.co.uk
Migrations to EE: You will not be able to move back to your previous brand as EE has now closed these brands to connections. Your new EE Sim card will be activated automatically as soon as you insert this into your handset. Your old Sim card will be decommissioned at this point so please ensure that you have backed up any important information, such as contacts beforehand. It is recommended that you complete this process as soon as possible.
You have 14 days from receiving the equipment to inform us if you are unhappy with your choice and wish to cancel. If you have entered into a service agreement without any equipment, you’ll have 14 days from the date of your agreement. 
If you would like to cancel your agreement after your 14-day cooling off period ends, you will be required to give 30 days’ notice. This can be done by contacting EE Customer Services. If you are still within your contract period, then a cancellation fee may apply.
The monthly price, add-ons and all out of bundle charges will increase on or after 31st March every year by the CPI rate of inflation published in January that year, plus 3.9%. The cost of other services you take from us may increase or decrease while you’re an EE customer. Your first annual increase will take place after 31st March 2021. *please update year of increase as appropriate
EE will send you exclusive offers and the latest deals by email and text. Are you happy to remain in the loop by both methods? You can opt-out at any time by clicking on the unsubscribe link in any communications EE send you.
Are you happy to receive personalised offers and recommendations based on how you use EE’s services?  For example, the different types of sites you’re interested in, where you are when you use their services and the device you are using – this helps EE personalise their offers to you. You can opt-out any time. See EE’s privacy policy (ee.co.uk/privacy-policy) for details. 
The Network Terms and Conditions and offer details for this contract will be detailed in your Welcome Letter, would you like written confirmation of these before I proceed with your connection? (If yes email a copy of the offer details and a link to the EE terms and conditions www.ee.co.uk/terms)
Sales Incentives
Any Sales Incentives (cashback, buyout, Early Upgrade Fee refund and accessories) must be fully explained to the customer including the exact amount and how to redeem. It must be made clear that the incentive is offered by the Partner and not the Network and that separate terms and conditions apply for the Sales Incentive. Sales Incentives must be easy to redeem and not carry any unduly restrictive terms.  
Now everything has been confirmed are you happy to go ahead with this connection?
Thank you, your order is now complete, should you have any questions please our customer service team on 00000 000000.

**The above Script is to be used as a guide only. It includes all the information that must be explained to a customer as part of GC C8 regulations. Please refer to the B2B/Consumer Compliance guidelines for full details. 


[bookmark: _Toc110859070] Welcome Letter Checklist
· Welcome Letters must be issued to customers for ALL sales. These can be emailed or posted.

· The Welcome Letter must clearly detail the Stockist Logo. Documentation must refer to Authorised Stockist, (terminology such as Partner or Specialist are not to be used).

· The Welcome Letter must include the monthly fee and what's included in the plan in terms of calls, texts, voicemail (if included) and data. Details of additional products and/or services (such as Broadband, Value Added Services), discounts or promotions should be made clear. An explanation of any fair usage policies or capped limits relating to the plan must also be given.

· The Welcome Letter must detail the customer’s chosen Spend Cap and how this works.

· It must be detailed that the handset is provided by the Stockist and not the Network and include any terms that may apply. 

· The contract length and start date must be included, including any rollover months if applicable.

· Key Out of Bundle charges must be detailed; you must include calls to mobile networks and landlines, as well as charges for SMS messages, data, accessing voicemail and Access Charge numbers beginning 09, 118, 084 & 087. (You should also include maximum charges to calls to numbers beginning 070). It must be made clear that additional charges will apply for calls, texts and data whilst roaming outside of the EU/EEA, and that a £2 per day EU Roaming charge will be applicable if the customer wishes to use their allowance whist roaming in the EU/EEA but does not have an add-on or Smart Benefit which includes EU roaming.
· It must be made clear how Access Charges work for number ranges 118, 084, 087 & 09. There will be now two charges on the customer’s EE bill – an Access Charge (AC), charged by EE, as pence per minute and a Service Charge (SC), charged by the organisation the customer is calling, who is also responsible for communicating how much this is.
· Welcome Letters must include an explanation of any Pro-rata, changes to billing, when tariff changes take effect and the Sim activation process for Migrations to EE.
· Welcomes Letters must confirm that when migrating from Orange or T-Mobile to EE, customers will be unable to revert to their previous brand.
· Welcome Letters must state that additional charges will apply if the customer chooses to receive paper bills. 
· Welcome Letters must detail that Connecting Partner Authorisation (Third Party Access) will be automatically applied unless the customer opts out by emailing EE.
· Welcome Letters must include details of the 14-day cooling off period available to consumers under The Consumer Contracts (Information, Cancellation and Additional Payments) Regulations 2013. Customers must be provided with a Cancellation Form, they do not have to use the Form, however Stockists must make this available. An example Cancellation Form can be found on page 17.

· The Network Terms and Conditions must be detailed on the Welcome Letter, a direct link to the network website is acceptable, www.ee.co.uk/terms

· The Welcome Letter must include Information about termination charges, termination rights and procedures.

· The Welcome Letter must include Information about annual price increases.
· The Welcome Letter must confirm the customers permissions around Marketing preferences and consent for Usage Information (New Acquisition/ PAYG to PAYM Migrations only).
· Welcome Letters must include the Terms and Conditions, including a detailed and clear explanation of the process the customer must follow to obtain any Sales Incentives. It must be made clear the Incentive is directly with the Stockist, not the Network and there will be a separate contract for the Incentive.

· The Stockist’s address, telephone number, website and email address and details of the after sales process must be made clear. 

· Stockists cannot use premium rate numbers for in-life customer support/assistance. 

· It is recommended that Welcome Letters are retained in customer files for future reference. 

· Any use of the EE Brand Logos must be authorised by the EE Brand Team (through your Distributor).


[bookmark: _Toc110859071]Example Welcome Letter
[bookmark: _Toc388297870][bookmark: _Toc405796201][bookmark: _Toc405797526][bookmark: _Toc421627995][bookmark: _Toc110859072]
EE STOCKIST LTD



Dear Customer
Mobile Number: 01234 567891
Thank you for your recent order with EE Stockist Ltd, an Authorised EE Stockist.
Please find below details of your new package and other useful information:
	Tariff Name
	

	Monthly Cost
	

	Spend Cap
	£xx

	Inclusive Minutes
	

	Inclusive Texts
	

	Inclusive Data
	*Include any appropriate Fair Use policy

	Contract Length 
	

	Rollover Months
	

	Contract Start Date
	

	Handset
	



Not everything is included in your allowance, some activities will incur extra charges. These might be calls or texts to international numbers, calls to numbers such as 05 and 070 or calls or texts outside of your inclusive allowance.

Using your minutes, texts and data in the EU/EEA is no longer included in your plan allowance. From January 2022 you’ll be charged £2 per day to use your allowance in the EU/EEA unless you have an add-on or Smart Benefit which includes roaming. 

For specific details before you travel text RO then the country you are visiting to 150. Full Out of Bundle charges can be found at: 
Business customers:  http://ee.co.uk/business/small/help/accounts-billing-and-topping-up/terms-and-conditions/business-terms-and-conditions 
*You can detail each Out of Bundle charge if you wish, rather than use a link. Include calls to mobile networks, landlines, SMS, data, voicemail and Access Charge Numbers beginning 09, 118, 084 & 087.
If you call an Access Charge number range (beginning 09, 118, 084 or 087) you will notice two charges on your EE bill – an Access Charge (AC), charged by EE at XXp per minute and a Service Charge (SC), charged by the organisation you are calling and who is also responsible for communicating how much this charge is.

Spend Cap 
*You have chosen to add a Spend Cap of £xx to this mobile contract. This will cap your bill at your monthly recurring charge plus this amount. Please note that certain charges such as Service Charges, Add-ons, Admin charges and Data Passes will not be included in the Spend Cap. For a list of the exclusions please visit EE’s website (www.ee.co.uk). You can pause, remove or change your Spend Cap at any time by contacting EE Customer Services.
*You have chosen not to add a Spend Cap to this mobile contract. You can change this at any time by contacting EE Customer Services.
Connecting Partner Authorisation (Business Customers ONLY)
By connecting through an Authorised EE Stockist EE will allow us access to your Account to obtain billing information, make changes (except for requesting PAC codes or account closures) and add products/services on your behalf. You will remain responsible for all changes made to your Account including any and all charges which may arise as a result of actions pursuant to this authorisation. EE shall not be liable for any actions taken by EE in fulfilling requests from the Stockist. This authority will continue unless you wish to revoke it by emailing thirdparty.opt.out@ee.co.uk
Your Bill
If you choose to have paper bills sent to you, these will be chargeable. 
EE Upgrades: If you have changed price plan it is effective immediately. As we have changed your plan part way through your billing period, this will create part charges on your next bill. Because you pay a month in advance, we'll need to refund you for the part of your old plan you've paid that's now going to be covered by your new price plan. You'll then see the charges for your new price plan on the same bill that you see the credit/refunds for your old price plan.
What you'll see is:
· A Pro-rata refund of the old plan (because it was paid one month in advance)
· A Pro-rata charge for the new plan (to cover the date the charge became effective, until your bill date)
· A charge for the new price plan, equivalent to one month in advance
· It's the same for allowances too. You'll get a partial allowance and partial refund for your old price plan and a partial charge and partial allowance for your new plan (not forgetting the one-month allowance in advance).

Additional Lines: As you have added another line onto your account part way through your billing period you will see part charges on your next bill. You will see a charge for the additional line from the date of joining, up to your bill date and a charge for your additional line, equivalent to one month in advance. It’s the same for your inclusive allowances too, you will receive a partial allowance to use on your new phone until your billing date.
EE New Connections: In around six days’ time, you will receive your first bill from EE. This will cover your monthly recurring charges in advance. Your new package is effective immediately and you will receive a partial allowance of your inclusive benefits to use on your new phone until your billing date, this is usually within three days of connection.
EE Migrations: Your Orange/T-Mobile account will now be cancelled, and you will receive a final bill shortly, should this result in a credit amount this will be automatically refunded to you via your usual payment method within 8 days. Your billing date and Direct Debit date has changed. You also have a new Account number and if you have not opted for itemised billing, you will also need to set up a new Online Billing Account at www.ee.co.uk
Migrations to EE: If you are migrating from Orange or T-Mobile to EE you will not be able to move back to your previous brand as EE has now closed these brands to connections. Your new EE Sim card will be activated automatically as soon as you insert this into your handset. Your old Sim card will be decommissioned at this point so please ensure that you have backed up any important information, such as contacts beforehand. It is recommended that you complete this process as soon as possible.
Your Equipment
Your equipment is provided by us not the network. 
have 14 days from receiving the equipment to inform us if you are unhappy with your choice. If you have entered into a service agreement without any equipment, you’ll have 14 days from the date of your agreement. The equipment must be returned in a re-saleable condition with all box contents present. Please note that you will be billed for any usage during this time. 
You can cancel your agreement with us by downloading, completing and sending to us our contract withdrawal form. You can find this form at (Insert URL). Alternatively, you can just call us on 0000 000000.

Returns need to be sent to the address detailed on this letter and we recommend that you send this recorded delivery. Unfortunately, we are unable to refund the cost of postage.
Terms and Conditions
You can move your Price plan up at any time. You will only be able to reduce this once you are in the final 30 days of your agreement. 
The monthly price, add-ons and all out of bundle charges will increase on or after 31st March every year by the CPI rate of inflation published in January that year, plus 3.9%. The cost of other services you take from us may increase or decrease while you’re an EE customer. For full details please see section 7 of the Network terms and conditions.
You will be required to give 30 days’ notice to end your contract. This can be done by contacting EE Customer Services. If you are still within your contract period there will be a cancellation fee which is calculated in line with guidance published by Ofcom. This fee will be a lump sum equivalent to the total of all the monthly charges remaining during the minimum term of the contract, less 4%.
Marketing & Usage Information *(New Acquisition/ PAYG to PAYM Migrations only).
*Delete as appropriate: You *agreed / *chose not to receive news, exclusive offers and the latest deals from EE by *email & *text. *You can opt-out at any time by clicking on the unsubscribe link in any communications EE send you.
*Delete as appropriate: You *agreed / *chose not to share information with EE about how you use their products and services to tailor your communications. *You can opt-out any time. See www.ee.co.uk/privacy-policy for details.
Full details of the Network Terms and Conditions can be found at www.ee.co.uk/terms 
EE Stockist Ltd Promotion
As agreed, you are entitled to a cashback amount of £50.00. Please note that this offer is provided to you by EE Stockist Ltd and does not form part of the Network contract. To redeem this, please invoice us for £50.00 within 28 days, once received a cheque for the full amount will be issued within 14 days. 
*Any Sales Incentives (cashback, buyout, Early Upgrade Fee refund and accessories) must be fully explained to the customer including the exact amount and how to redeem. It must be made clear that the incentive is offered by the Partner and not the Network and that there will be separate terms and conditions for the Sales Incentive. Sales Incentives must be easy to redeem and not carry any unduly restrictive terms.  
*If you wish to use any of the EE Brand Logo’s then you can include these on your letter, however these must be approved by the EE Brand Team (through your Distributor) 
 1 Trident Place        Hatfield Business Park        Hatfield               AL10 9BW         01234 5678910                                                                                                                                       www.eestockistltd.co.uk                                                       info@ee.co.uk


**The above letter is to be used as a guide only. It includes all the information that must be documented to a customer as part of GC C8 regulations. Please refer to the B2B/Consumer Compliance guidelines for full details. 
[bookmark: _Toc110859073]Example Cancellation Form
[bookmark: _Toc110859074]EE STOCKIST LTD





Hello
We’re sorry to hear that you’ve bought something from us recently that wasn’t right for you. 
You can cancel your order by completing the form below and sending it to [Insert Stockist address]. Alternatively, you can mail the form to [enter Stockist email address].
Order Number:
Account Number:
Name:
Address: 
Reason for cancellation: 
Alternative contact number:
Account holder signature:
Date:
Many thanks
[Insert Signature]
        1 Trident Place        Hatfield Business Park        Hatfield               AL10 9BW	
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