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Regulations on the Protection of Rights of ICT Services’ Users & on the Terms of ICT Service Provisions

1.Introduction
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The Telecommunications Act, issued by Royal Decree No. M/12 dated
12/3/1422 H, aims to regulate the telecommunications sector in
accordance with a number of objectives; to achieve these goals, and
based on the organizational tasks assigned to the Authority under the
Telecommunications and Information Technology System and its
executive regulations, as well as the Authority's organization issued by
Cabinet Resolution No. 74 dated 05/03/1422 AH, approved by Royal
Decree No. M/12 dated 12/03/1422 AH, and amended by Cabinet
Resolution No. 120 dated 21/02/1440 AH, and taking into account the
needs of the evolving telecommunications and information technology
markets in the Kingdom, this document has been issued after studying
the best international practices in this field.

Joball Glogleoll duidig wloidl oA (6 yg o Jle cliy
Gyl ainilg .01443/11/2 5yl 106/p0 0.6) Adodl pguupoll
duaig dbaill glnal aunii go plaul al] woaey o Cle elug
drouaill plandl Jle clug wwolell odel 81829 wilogleall
Wlogle o]l duidig willoill oA wogos duedl JJ] 6aiuioll
74 06y clyjoll yudoo Jlpoy plall dusdl oudAdig «dydueill ainilg
o801 Adadl pguupoll Logou adde @rbowdlg ©1422/03/05 2yjUg
cljgll oo Jlys wingoy Jaenllg ©1422/03/12 25lg 12/0 0oy
Glguwl wblol Jluicdl (o 1359 ©1440/02/21 2y)Ug 120 0oy
duwlyy 2219 [dilooll Lo 6)ghhdall Ulogleall duidig wULAIUI
A4s4gll 03 Jlunl 05 280 . Jlaadl e o dgl Wluyylooll Lol

2. Definitions
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The phrases and terms used in this document refer to the same
meanings as those mentioned in the Telecommunications and
Information Technology System and its executive regulations when used
in this document. The following words and phrases have the meanings
indicated beside them, unless the context requires otherwise:

2.1. Document: Regulations for User Protection.

2.2. Service/Services: Refers to telecommunications services
between fixed or mobile devices on public telecommunications
networks.

User: An individual-whether a natural or legal person—-who
uses telecommunications or information technology services
provided by the service provider.

Government Sector User: A legal person from ministries,
authorities, public institutions, councils, and national centers,
and similar entities that utilize or request telecommunications
and information technology services.

Business Sector User: A legal person from companies and
commercial institutions, and similar entities that utilize or
request telecommunications and information technology

2.3.

2.4.

2.5.

services.

User with a Disability: A natural person who has official proof
of being partially or wholly impaired in their physical, sensory,
mental, communicative, educational, or psychological abilities;
which may limit or hinder their full and effective use of
telecommunications services or related services (such as
information), or access to service provider outlets that non-
disabled users can access.

2.6.
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2.7. Offer: A permanent or temporary offer to subscribe to a
specific package or service provided by the service provider,
including benefits different from those available in other
existing packages or products.

Trial Period: A temporary period granted by the service

provider to the user (with or without charge) for the purpose

of testing and/or experiencing its services and products.

Usage Restrictions: Limitations or exclusions imposed by the

service provider that restrict the consumption of any services,

including but not limited to restrictions on quantity, time, and
speed.

2.10. Subscription Duration: The time period during which a user’s

subscription to a particular service remains valid under the

same terms and conditions.

Security Deposit: The financial amount requested by the

service provider from the user according to the provisions of

this document, to secure its financial rights against the user.

2.12. Service Contract: The agreement between the service provider
and the user under which the service is provided, specifying
the terms, obligations, and prices for that service, and any
amendments to it; documented by any means determined by
the authority.

2.13. Address: The national address of a citizen, resident, or public
or private legal person, determined by the relevant authority,
with all legal implications related to notification; or the address
specified by the user if the national address is unavailable.

2.14 Service Start Date: The date when the service provider
completes the establishment and operation of the service,
enabling the user to utilize it.

2.15.Minimum Contract Duration: The shortest time period for
subscribing to the service.

2.16.Contract Amendments Not Favorable to the User: Any
amendment that results in a reduction, limitation, or
prohibition of the user’s access to any benefits of the basic or
additional services entitled to them at the start of the service
contract, or imposes additional obligations on the user, or
cancels the user's basic package.

Invoice: The document issued by the service provider

periodically and regularly every Gregorian month, or as issued

by the authority in this regard, detailing the financial amount
the service provider demands the user to pay for the service(s)
provided.

2.18.User Account: An account number assigned by the service
provider to the user for organizing the payment of financial
dues related to the service(s) provided to them.

2.19.Periodic  Charges: Charges for the service(s) that are
continuously incurred in each billing cycle, regardless of usage,
and end only with the termination or cancellation of the

2.8.

2.9.

2.11.

2.17.

service.
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2.20.Non-Periodic Charges: Charges for the service(s) that are
recorded in the invoice based on the usage of the service(s)
not included in the benefits of periodic charges.

2.21. Loyalty Program: The preferential benefits provided by the
service provider to its customers.

2.22.Additional Services: A set of optional services or benefits that
the user may subscribe to in addition to their basic package, as
they are not offered separately by the service provider as
standalone services.

2.23.Individual Services: Services provided by the service provider
either separately or integrated with other
telecommunications services or separate products.

2.24 Postpaid Service: A service offered by the service provider that
allows the user to utilize it in exchange for a fee paid after
usage, based on the periodic invoice issued by the service
provider.

2.25.Prepaid Service: A service offered by the service provider that
allows the user to utilize it in exchange for a fee paid before the
service is provided.

2.26.Remaining Balance: The financial amount remaining in the
user's account after the subscription period ends, including
unused call minutes, data, and other remaining services after
the subscription ends.

2.27.Personal Data: Any information—regardless of its source or
form—that can specifically identify a user, or make them
identifiable directly or indirectly, including name, ID number,
address, contact numbers, license number, personal records
and assets, bank account number or credit card number, still
or moving image of the user, and other personal data.

2.28.International
communication users to enjoy telecommunications services
while visiting other countries or while traveling by air or sea.

2.29.Local Roaming: A service that allows mobile communication
users within the Kingdom to enjoy telecommunications
services by switching to another service provider's network
when the coverage of the primary service provider is

Roaming: A service that enables mobile

unavailable.

2.30.Credit Limit: The maximum total periodic and non-periodic
service charges the user is required to pay in a single billing
cycle.

2.31.Emergency Services: Numbers designated by the authority in
its systems as emergency numbers, allowing users to access
them at no cost.

2.32.Service Suspension: A temporary halt of the service provided
to the user, either upon their request or by the service provider
based on the terms of this service, or by directive from the
authority. This includes the suspension of outgoing services,
except for calls to emergency services and communication
channels with the service provider.

2.33.Service Cancellation: Termination of the service provided to
the user by ending the service contract, either upon their
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request or by the service provider based on the terms of this
service, or terminated by directive from the authority.

2.34. Host Service Provider: Refers to the service provider that owns

the information

technology networks relied upon by the service provider to offer

infrastructure of telecommunications and

its services.

2.35. Complaint: The expression of the user’s dissatisfaction with
the service provider and/or any issue related to one or more of
its services, expressed by the user through sending it for this
purpose via one of the available complaint channels.

2.36. Settlement: The amount deducted by the service provider
from the amount owed by the user, or the amount returned to
the user for failure of the service provider to fulfill its obligations
or part thereof, or if the service provider is not entitled to the
amount, or for other reasons, whether done by the service
provider voluntarily, based on a complaint from the user, or by a
decision from the authority.

o duall ooaai Ul ployll: (sylghnll Dloas 2.31
Joa3iuol) 2ouig isylghly ol o)l il eiakail
aalsi sl ggo el Jaogly
o3uol) doxdoll doasdl WLyl doaddl Guol
P60 6 o olay) gl ally e £l disdo dawny
wogl Logou gl dosddl 038 g rol_’pi g0y doan]l
lac :6)5uadl doaddl wlayl el Jouiug ey duall (o
ol padon Juolgill tlgisg i ylghall Kloady Juaill
ool éoxdoll doadl clal: dosal clol|
0380 J18 (o lail gl aulb Cle el doaddl xdc clail
wogay legladl gl .dosadl 03 bbg i ool Lisgou ol
iy duall o gl
¢lliny 3l doa]l pado iy wuaiuiall doadll p160.2.34
I Ologleonll duidig Gulaill OB adadl dudl
WoaS 0y O 032 uuod) doa]l pado lae dodey
doo2]l 03060 (e ol pac (e paziuuodl juei: sgiuill.2.35
o GUlg.diloas (0 181 gl 6a0lqy Gleii dluwo @I Jc ql/g
e ladluyl Jus o padiwodl J16 (o laic pueill
.59l doliadl wigiall gas! JUs Jo ol
2loll o doad)l pado dounsy I elall: dguuill.2.36
Lo poduuod) syey gl oazduuad! Juo (o osluw wgllnoll
clogll o doxadl pxdo J80i pael doul aeoy o)
doazdl o280 Glaniwl gl pac gl lado cjo gl dilol UL
0260 Jud o el @i clgw .oluwll go el ol 2lwall
Loaduall (o sg5ub Gle el gl auua clali (o doasl
agall o Jlyd e eliy g

2.32

2.33




3. Scope of Application of the Document
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The provisions of this document apply to all service providers in the
Kingdom of Saudi Arabia (the Kingdom) licensed by the Authority, as well
as to all users of their services.
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4.Transparency, Accuracy of Information, and oyl Jgog)l Ugauug Slogleall ddrg dudla .€
Accessibility
41 Service providers must always provide clear. updated, and | Wlogleo jogi Wlogll U5 (o doadll pado Jle iy 41

complete information about their retail tariffs and service
descriptions at all sales outlets, on their websites, or through any
other channels used. This information must be fully consistent
with that provided in the service contracts signed with users and
must also align with the information submitted to the Authority
by the service provider, whether approved or through tariff
notifications.

472 Service providers must publish clear and transparent

information about the terms and conditions of any

service packages they offer or advertise. This

information must include, at a minimum, the following

details:

421 Explanation of how to subscribe to and
cancel services.

4272 Information about the service delivery
outlets.

423 Types of calls available in the package,
including but not limited to: (in-network, out-
of-network, or international), and whether
they are within a specific calling group or
outside it.

424 Number of minutes granted for each type of
call available in the package.

425 Types of calls excluded from the package.

4.2.6 Mechanism for handling minutes, data
guantities, or remaining balance in the
package; including the possibility of rollover
or future use.

427 Expiration validity of the balance and how

validity is determined.
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428 Explanation of the number of minutes and/or
data quantity, and how the balance is used

during peak or off-peak times (if applicable).

429 Penalty conditions, if any.

4.2.10 How services are provided under usage
restrictions concerning availability and
quality.

421N Circumstances under  which usage
restrictions are applied.

4.2.12 Any conditions or restrictions affecting the
full use of the available service or parts of it,
or its quality.

4213 Necessary means for users to continuously
monitor and control their service usage.

4.2.14 Clarification of the settlement mechanism

for the user and procedures for addressing
issues arising from deficiencies, errors,

interruptions, or defects in the service, as

outlined in Article (29) of the document.
Service providers must ensure clarity and transparency
in presenting information through all promotional or
advertising channels for any packages or service offers.
If there are usage restrictions or related obligations,
these must be indicated in the advertisement to avoid
misleading the user. Additionally, service providers
should include their approved trademarks in these
channels.
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5. Marketing communications
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Service providers are not allowed to engage in marketing
communications to promote the purchase or use of a product
or service they offer. This includes marketing through
automated calls or calls made by a natural person unless they
have obtained the user's prior consent to receive such
communications. Consent implied in privacy policies and
service contracts is not valid. The service provider must adhere
to the following:

511 Contact the user through the  official
communication channels of the service provider.

51.2 Record the call in compliance with record-keeping
requirements.

513 Verify the identity of the call recipient, ensuring they
are the owner of the number in question or their
legal representative.

514 The service provider's representative must disclose

their name, the service provider they represent, the
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reason for the call, and whether the user wishes to
continue the call
conversation.

at the beginning of the

Clearly explain the offered service, its benefits, and
obligations.

Disclose the full price of any product or service being
discussed during the call.

Document the request for the offered service
according to the activation and modification
mechanisms for additional services and package
adjustments as outlined in this document.

Allow the user to block marketing calls free of charge
at any time through all traditional and electronic
channels.
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6. Obligations Related to Trial Periods and Promotional

Offers

6.1 The service provider may not impose any fees or charges on a
service package or promotional offer after the end of the free trial
period for the package, or after the specified time for the
promotional offer, unless the following conditions are met:

6.1.1 Notify the user of the end date of the free trial period or the
specified time for the promotional offer at least 24 hours
before its expiration, allowing them to decide whether to
continue or not.

6.1.2 Obtain the user’s explicit consent to request continuation of

the package or offer after the end of the free trial period or
the specified time for the offer, provided that the user has
been notified and has reviewed and accepted all terms,
conditions, and obligations of the service.
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6.1.2

7. Request for Service:
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7.1 Theuser or their legal representative must be at least fifteen years
old according to the Hijri calendar. A request to establish the
service in the name of a person younger than this age will not be
accepted, even if their legal representative is older.

7.2 The service provider may refuse to provide postpaid (billed)
services to the user if it is proven that the user owes money to the
service provider itself, or if the service provider has evidence of the
user's debt to another service provider, provided that this debt is
not disputed or subject to a pending complaint.

e duos lolAd alioy (1o gl px2 il pac oly gl ey 7.1
oSl b doxadl gl ulb Jué) g Ujae ble
1xaJ Tjglado Loladl alioo g ) Lo ool 3e (o Jé
Jooll

2031 @651 Gload)l )i (e gliloll doad)l padol jgoy 7.2
doasdl padod (wao al cud 3] oadiual (6xigeoll)
130 duigiao cul b dosddl pxdo s g 3] gl auus
duigiaoll 03 (Jgai Ui dlny s 45T doas pxdal padiuroll
A0l (s94ul gl Lols Joo




8. Insurance Amount:
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8.1 The service provider may request a financial deposit from the
postpaid (billed) service user to be deposited in the user's account
as a financial guarantee for utilizing its services, provided that the
deposit amount does not exceed the credit limit for the requested
service, in any of the following cases:

8.1.1 There is a debt owed by the user to the service provider
that is not disputed between them.

8.1.2 There have been previous payment defaults by the user or
issues in their credit record with the relevant credit
information authority.

8.13 The service provider has no credit information about the
new user.

8.1.4 Activation of international roaming at the user's request.

8.2 The service provider must explain to the user the reason for
requesting the deposit amount, its value, how it will be applied, and
the duration for which the deposit amount will be held.

8.3 The service provider must return the deposit amount to the user, or
the remaining amount after deducting any dues owed to the service
provider for the reason for which the deposit was requested, using
any method requested by the user, including depositing the amount
into their bank account or their account with the service provider,

as soon as possible from the following dates:

8.3.1 Within 10 days from the date the reason for requesting the
deposit amount has ended or the service has been
canceled.

832 After 12 calendar months from the date the financial

deposit was paid, if this is due for one of the cases
mentioned in paragraphs related to debts and defaults,
provided that the user has been regularly paying any dues
owed to the service provider and has no other undisputed
debts with the service provider.
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8.1.3

8.1.4
8.2

8.3

8.3.1

8.3.2

9. The minimum information required to be included in
the service contrac

:d0a3Jl ade b Loydlgi pjull Slogleoll (o isill anJl .9

9.1 In cases of new subscription to the service or modification of the
current subscription, the service contract must include, at a
minimum, the following:

9.11
9.1.11

User information:
For individuals: full name, ID number, nationality, address,
contact number, and email address—if available.
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9.1.1.2 For legal entities: name of the establishment, unified number

9.1.2

9.1.3
9.1.4
9.1.5

9.1.8

9.1.9

9.1.10

9.1.1
9.1.12
9.1.13
9.1.14

9.1.15

9.1.16

of the establishment, date of commercial registration and
city of issuance, or establishment ID number in case the
unified number is not available for cases exempted by the
Ministry of Commerce or non-commercial entities, along
with the information of the authorized person as detailed in
the previous paragraph, including supporting documents as
specified by the authority.
Information about the requested service (service number(s)
or account, type of service, and description of the package if it
includes a description of individual services covered, and the
actual location for providing the service—if it is a fixed service).
Credit limit for the requested service (if applicable).
Date of signing the service contract.
Information about the service provider's employee who signs
the contract on behalf of the provider, along with the
employee’s declaration of verifying the original identity of the
user when requesting the service in person.
Details of the tariffs and fees required for the services,
equipment, and devices provided, distinguishing between
regular fees and any non-regular fees, whether at the
beginning of the service contract or upon termination.
Details of the services and products and their features that the
service provider is obligated to provide, as well as mechanisms
for settling amounts in case the service provider fails to meet
the quality standards approved by the authority or stipulated
in the service contract.
Details of the conditions and obligations on the user, and the
consequences of non-compliance.
Details of any discounts or offers, including their validity
period, and any conditions or obligations applicable to the user
during or after the discount period.
Details of any usage restrictions for the services provided
under the service contract, and any fees applied when
exceeding those restrictions.
Duration of the service contract and conditions for its
extension, whether automatic or upon request from the user.
Invoicing dates for the service as determined by the authority.
Conditions for modifying and terminating the service.
Conditions under which the service provider has the right to
suspend the service, either partially or fully, or to cancel it.
Any mechanisms, conditions, and terms available for
transferring remaining credit between different types of
service subscriptions with the same service provider.
Information from the service provider regarding any of the
following:
9.1.16.1 Procedures for complaints, including contact
details for the service provider's complaints
department,  without  compromising  the
procedures stipulated in this document.
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9.1.16.2 Procedures for escalating complaints to the
authority.

Requirement for users from the business sector to register
with the authority when providing call center services, and
compliance with the regulations issued by the authority in this
regard.

All the information mentioned must be presented as follows:
9.2.1 In clear and straightforward language.

9.2.2 Available in both Arabic and English.

All the information mentioned must be documented by the
service provider in the service contract and user consent must
be obtained according to what is issued by the authority in this
regard.

The service provider must provide the user with a copy of the
service contract immediately upon activation and send it to
the service number, the user’s registered email for mobile
services, the number chosen by the user, and the email
registered for fixed services, after completing the required
information outlined in this document, and retain the contract
according to the retention period specified in this document.
In case of any dispute, the burden of proof for the user's
consent to the terms and conditions of the service contract
related to the dispute lies with the service provider.

The service provider may not demand any payment from the
user before the successful documentation of the number,
according to the regulations issued by the authority.

9.1.17

9.2

9.3

9.4

9.5

9.6
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9.6

10. Additional Services and Modification of Services and
Packages
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10.1 The service provider must provide easy electronic and telephone
procedures and means that enable the user to request the addition,
modification, suspension, or cancellation of any additional services, or
individual services included in the service packages provided to the user,
or to request modifications to the basic package, or to switch from
postpaid to prepaid services or vice versa, without requiring the user'’s
physical presence.

10.2 In addition to what is mentioned in paragraph (10-1), the service
provider must establish a unified mechanism that allows the user to
unsubscribe additional SMS  as
10.1 Send a message containing the letter (g) for services provided in
Arabic, or the letter (U) for services provided in English, to the number
of the subscribed service.

from services via follows:

10.2 When the subscribed service includes multiple services, and the
subscriber wishes to cancel one of them, this can be done as follows:
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10.2.2.1 To unsubscribe from services provided in Arabic, the subscriber
should send a message containing the letter (g), followed by a space,
then (sub-service code) to the number of the subscribed service.
10.2.2.2 For services provided in English, unsubscribing is done by
sending a message containing the text: U, then space then service
command) to the number of the subscribed service.

10.3 The service provider must document the user’'s request for any
service, and obtain their consent to its features, terms, conditions, and
prices according to what is issued by the authority in this regard, and
maintain this in accordance with the retention period specified in this
document.

10.4 The service provider must provide the user with a document
detailing the type of request and the information provided, as well as the
time and date the service provider executed the request.

10.5 The service provider must provide the user with a copy of the
service contract when modifying the basic package, or switching from
postpaid to prepaid service and vice versa.

10.6 The service provider must not automatically activate internet
service based on usage outside the packages without the user's request
for activation.

10.7 The service provider must verify the user's request to convert a sub-
SIM card to a main SIM card by sending a verification code (OTP) to the
main SIM card number, ensuring that the message sent includes a notice
that the completion of the sub-SIM to main SIM conversion will result in
the transfer of all actions currently performed through the SIM,
including text messages containing the passwords (OTP) for
government and electronic banking services to the SIM intended to be
activated as the main one.
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10.5

10.6

10.7

11. Validity and Amendment of Service Contracts
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11.1 The service contract comes into effect from the date the service
begins for the user.

11.2 Except as stipulated in this article, there shall be no minimum
duration for the service contract binding the user. If the service provider
wishes to set a minimum duration for the contract, they must obtain
prior approval from the authority in accordance with the authority's
regulations governing tariff approval, and in this case, they must clarify
the mechanism for calculating early termination fees for the contract
and obtain the user’'s consent for the minimum contract duration.

11.3 The service provider has no right to make any amendments to the
contract that are not in the user's favor except under the following
conditions:

11.3.1  Approval the authority for the
11.3.2 A period of at least one year must have elapsed from the date of
establishment/activation of the service for the user, or the minimum
contract duration has elapsed, whichever is greater, unless the authority
determines another period.
11.3.3 The user must be notified of the amendments at least 60 days

from amendment.
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before the amendment takes effect, or as determined by the authority.
11.3.4 The user’s consent to continue the service contract under the new
amendments must be obtained before they come into effect.
11.3.5 The service provider must document the user's consent to the
amendments, retain it, and provide the user with a copy of the amended
service contract, as stated in Article Nine of this document.

11.4 If there is a minimum contract duration, the service provider may
offer the user the choice to either continue the service under the current
contract until the end of the minimum duration, or to cancel the
contract or transfer their number to another service provider without
any financial charge to the user due to early contract termination.

11.5 If the user does not agree to those amendments or requests
modifications to the service according to the packages available from
the service provider, the contract shall be deemed canceled as of the
date the amendment takes effect.
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12. Users Usage
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12.1 The user shall not use the services, equipment, software, or other
products received from the service provider, nor allow their use or
modification in violation of any applicable regulations in the Kingdom or
the terms and conditions of the service contract. The user is responsible
for any unlawful use and its consequences.

12.2 The user is responsible for protecting their internal network from
any unauthorized breaches, whether such breaches occur through calls
or data traffic.

12.3 The user must pay the security deposit and any periodic or non-
periodic amounts owed to the service provider within the timeframe
specified in the service contract.

12.4 In cases where the service provider supplies terminal devices at the
user's location, the user must allow authorized personnel from the
service provider to enter the buildings and sites occupied or controlled
by the user and permit them to remain in those locations as necessary
for the purposes:
12.4.1 To carry out repair or inspection work on any communication

following

devices and equipment, or any devices and equipment related to
providing a specific the
12.4.2 To install any communication devices and equipment on-site to

services to user.
provide the service to the user, or to withdraw, remove, maintain, or
replace them.

12.5 The user must comply with the required licenses for the software
used in the devices and equipment, including adherence to intellectual
property rights or any other rights required related to providing any
services, or installing or using any equipment at their location (including
communication devices and equipment) throughout the duration of
service provision or availability to the user.

12.6 The user is responsible for communications originating from their
communication devices or equipment and must use them correctly,
bearing the associated costs, regardless of the identity of the person
who made or received the communications. The user may file a
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complaint regarding communication charges they do not believe
originated from their communication devices or equipment.

13. General Obligations of the Service Provider
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13.1 The service provider must provide multiple free and easy
communication channels between themselves and their service users, as
according to the
13.1.1 A voice communication method that allows the user to reach a
service provider
13.1.2 Electronic communication methods that enable the user to reach
provider
13.1.3 Establish performance indicators for user communication centers,

a minimum, following:

employee.

a service employee.
measure user satisfaction, and address the causes of any decline in the
level of service provided to prevent its recurrence.

13.2 The service provider must limit communication with users to the
announced unified customer service number. If they wish to
communicate with users from different numbers, they must activate a
feature that allows the user to identify the caller.

13.3 Subject to the provisions of Article Seven of this document, the
service provider must provide their services to anyone who applies for
them unless it is impossible to do so for legitimate and proven technical
reasons or regulatory reasons.

13.4 When a user requests a service to be delivered to their location, the
service provider must provide an electronic means for the user to track
the request, clarify its status, and the expected delivery time.

13.5 The service provider must deliver their services according to the
terms and conditions agreed upon with the user and in accordance with
the provisions of this document and their obligations under the
authority’s regulations.

13.6 The service provider must offer their services to all users under the
same terms and conditions, without any discrimination or differentiation

regarding their features, including in particular:
13.6.1  Fees and charges for the services provided.
13.6.2 Quality of the service provided.
13.6.3 Timing of the requested service delivery.

13.6.4 Any conditions issued by the authority.

13.7 When a user and the service provider enter into a service contract
that includes obtaining a device, the service provider may not restrict
the user’s benefit from the device or limit its use to SIM cards issued by
the service provider only, except with the authority's approval.

13.8 The service provider must verify the provision and activation of the
services requested by the user and prove this upon request.

13.9 The service provider must provide a free service via SMS, the
website, and an automated voice response system that enables the user
to know the numbers registered under their identity with the service
provider.

13.10 The service provider must enable the user to know the numbers
registered under their identity, according to the mechanism determined
by the authority.
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13.11 The service provider must not make any changes to the user's
numbers except in accordance with the provisions and procedures
stipulated in the relevant authority's regulations.

1312 To distinguish between calls made within the mobile
communications network and those made outside it, the service
provider is obligated to take the necessary measures to provide a
notification service to the user when making calls outside the mobile
communications network.

13.13 The service provider must provide sufficient outlets to serve users,
considering the geographical distribution and spread of users, as well as
working hours according to seasonal demands.

13.14 The service provider must measure user satisfaction with their
services, monitor their opinions, requirements, and experiences, and find
solutions to enhance their satisfaction and improve their experiences.
13.15 The service provider must prepare and implement plans and
programs to raise user awareness and disseminate their rights and
obligations on their website and at their service outlets, according to the
requirements set by the authority.
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14. Continuity of Service and Fault Repair
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141 The service provider must repair any faults, interruptions,
deficiencies, errors, or defects in the services immediately upon
discovery or when notified by the user, whichever occurs first, without
charging any fees to the user during the resolution period.

14.2 The service provider is responsible for the proper operation and
repair of any elements of its network outside the user’s locations,
including connections and equipment installed or provided by the
service provider at the user's site or those that were part of its
obligations when agreeing with the user. The service provider bears the
costs of maintenance and repair required for its network and equipment
for any reason, including those resulting from normal wear and tear of
the networks and devices related to providing the service.

14.3 Upon receiving a report of a fault, interruption, deficiency, error, or
defect from the user, the service provider must send the user a text
message to their mobile number containing the
14.3.1 The report number registered with the service provider.
14.3.2 The estimated time required for
14.3.3 The date and time of the visit to the user’s location—if needed—
considering the
14.3.4 A verification number for the repair that the user must provide to
close the maintenance request.
14.3.5 The settlement amount for any fees during the interruption,
deficiency, defect, or fault—if applicable.
14.3.6 Notification to the user upon completion of the repair.

14.4 The service provider must inform the user in advance of any
required works related to maintenance or improvement of the
requested service if such works are likely to disrupt the service for the
user or require access to their premises.

14.5 The user must check the connections and equipment for which they
are responsible within their location before contacting the service

following:
repairs.
user's

availability.

error,
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provider. This does not include connections and equipment installed or
provided by the service provider inside the user’s site or those that were
part of the service provider's obligations when agreeing with the user.
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15. Preservation of User Data and

Communications

Privacy
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15.1 The service provider must comply with the regulations and decisions
issued by the authority or any competent body regarding the
preservation of user data privacy.

15.2 The service provider is obligated to take all necessary measures and
arrangements to ensure the confidentiality of wusers’ personal
information and documents and to prevent unauthorized access,
viewing, or handling of such information. This includes developing
policies related to the protection of such information and submitting
them to the authority for approval, in accordance with relevant
regulatory provisions.

15.3 Subject to applicable legal provisions, the service provider may not
disclose user information or documents without the user's consent.
15.4 In the event that user information or documents are compromised
in any way, the service provider must take all necessary actions to
protect the user’s information and documents and immediately notify
the authority and the user of the details of the incident.

15.5 Without prejudice to relevant legal provisions, the service provider
must retain user information and documents for the duration specified
by the authority, calculated from the date of the last service provision.
In the event of a dispute regarding the service between the user and the
service provider, such information and documents must be retained until
the dispute is resolved.

15.6 The service provider must maintain the confidentiality of user
communications and the data sent or received through its public
communication networks, and must not allow any of its employees,
affiliates, or others to access, listen to, or record such communications
except for justified legal reasons.
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16. Invoices
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16.1 The service provider must offer multiple, free, and accessible means
for the user to monitor their service consumption.

16.2 The service provider must bill postpaid services at the end of each
Gregorian month.

16.3 The service provider is not permitted to bill any service fees in
advance for postpaid services, nor to demand payment from the user
until the end of the billing cycle.

16.4 The service provider must provide the user with clear, accurate, and
detailed invoices in Arabic or English—according to the user's choice—
and send them electronically at no charge. The provider must also enable
the user to access its electronic systems to obtain a copy of detailed
invoices for no less than twelve (12) months from the invoice date and
allow the user to save or print them.
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16.5 The service provider may not demand any amounts from the user
that exceed the applicable service fees based on the user’'s request.
16.6 The invoice must include, at a minimum, the following information:

® 16.6.1 User account number and details of additional services.
® 16.6.2 Service details and usage report.
® 16.6.3 Invoice date.

e 16.6.4 Cancellation date for non-payment and service
suspension date.

® 16.6.5 Details of non-recurring fees.

® 16.6.6 Details of recurring fees for each service separately.

e 16.6.7 Amount paid for the previous invoice, if any.

® 16.6.8 Details of service activation fees, if any.

® 16.6.9 Credit limit.

e 16.6.10 Address.

® 16.6.11 Settlement amount, if any.

® 16.6.12 Loyalty program, if any.

® 16.6.13 Any other financial charges for providing the service, if
any.

® 16.6.14 Security deposit, if any.

® 16.6.15 Statement of the user’s right to review the invoice and
submit objections regarding the charges within 60 days from
the invoice date.

® 16.6.16 Means of submitting a complaint to the service

provider.

16.7 The service provider must retain details of issued invoices for the

duration specified in this document and bears the burden of proving the

accuracy of the amounts stated in the invoices in the event of any

disputes.

16.8 The service provider must provide the user with proof of receipt for

any amount paid, indicating the type of service, service number, user

account number, payment amount, and payment date, and must retain

this document for the duration of the related invoice retention.

16.9 The user has the right to dispute service charges that they believe

were not incurred from their number or that they did not request. In

such cases, the user is not required to pay the disputed charges until the

dispute is resolved. The user must, however, pay the amount in the

invoice that has not been disputed by the payment due date stated in the

invoice.

16.10 The user has the right to dispute the validity of any charges listed

in the invoice within 60 days of the invoice date or from the date the user

became aware of it if their awareness cannot be proven at the time of

issuance. The service provider bears the burden of proving the user’s

awareness of the invoice issuance.

16.11 The user is not liable for any previously unbilled amounts, either

partially or fully, except in the following cases:

® 16.11.1 The amounts are correct for recurring or non-recurring

fees, provided they are billed and claimed from the user within
60 days from the due date.
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® 16.11.2 The amounts are correct for service usage fees during
international roaming, if billed within 60 days from the date of
use.
16.12 The service provider may, at the user’'s request, create a written
installment payment agreement that is reasonable and enforceable,
provided that the service provider ensures the following:

® 16.12.1 Each installment amount for the charges referred to in
the previous paragraph does not exceed the credit limit for the
period in question unless the user wishes to pay a higher
amount.

® 16.12.2 Each installment amount for the charges referred to in
the other paragraph does not exceed double the credit limit
for the period in question unless the user wishes to pay a
higher amount.

® 16.12.3 The installment amount will not be counted towards
the credit limit of the included invoice.

® 16.12.4 The service provider will retain a copy of this
agreement until the full payment amount is settled.

16.13 The service provider must take all necessary actions to verify the

accuracy of the amounts claimed from the user before listing their name

as a defaulter in credit information systems, including, but not limited to:

® 16.13.1 No suspicion of fraudulent conduct by the service
provider, its employees, agents, or distributors.

® 16.13.2 No open complaints regarding the invoice amount or
the establishment of the service.

® 16.13.3 No violations of any of the authority's regulations,
including, but not limited to: billing amounts after cancellation
requests or counting amounts exceeding the credit limit in an
unlawful manner.
16.14 The service provider must notify the user of any amounts due via a
text message sent to their registered number in the Absher platform
after 50 days from the invoice date, reminding them of the due amounts,
the reasons for them, the payment due date, and the consequences of
non-payment, including the possibility of being listed as a defaulter in
credit information systems.
16.15 The service provider must immediately update the user’s status in
credit information systems once the reason for their listing has been
resolved.
16.16 If a user is listed in credit information systems contrary to the
procedures outlined above, the service provider must promptly update
the user’s status in credit information systems, and this does not exempt
the service provider from applying legal procedures against them for
their violation.
16.17 The service provider may transfer any outstanding amounts not
paid by the user, resulting in service cancellation, to any other account
belonging to the user with the service provider unless it is subject to
dispute, with the requirement to notify the user before making the
transfer. The transferred amount does not count towards the credit
limit of the included invoice.
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16.18 The service provider must refund any amounts owed to the user
within a maximum of 10 days from the user's request or discovery of the
amount if the user requests the transfer to their bank account, or within
a maximum of 5 days if the user requests to add it to any account they
hold with the service provider.

17. Regulations for Prepaid Services
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17.1 The service provider must provide clear information to the user
regarding the terms and conditions of prepaid services.

17.2 The service provider must offer free means for the user to
continuously monitor their service consumption.

17.3 The service provider must notify the user of prepaid services for free
when 80% of their balance has been consumed and at least two days
before the expiration of the package, through a text message or any
other appropriate means.

17.4 The service provider must specify the channels for recharging
prepaid service balances and the validity period of the subscriptions.
17.5 After each recharge of the prepaid service balance, the service
provider must notify the user for free via a text message or any other
available means of the new balance amount and the validity period of the
subscription.

17.6 The service provider must provide mechanisms, terms, and
conditions that allow the transfer of remaining balances between
different types of service subscriptions with the same provider.

17.7 The service provider must provide information on how to handle any
remaining balance for prepaid services in cases of expiration of the
subscription, number transfer, or service cancellation.

17.8 The service provider must provide clear information on how the user
can benefit from additional services related to prepaid services.

17.9 The service provider may not cancel the service before the
subscription period ends without a legitimate legal reason that justifies
the cancellation.
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18. Credit Limit
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18.1 The service provider must determine the credit limit and include it
in the service contract as deemed appropriate. It may only be raised
upon the user's request. The service provider must respond to the user’s
request to lower the credit limit, ensuring that the limit after reduction
does not fall below the minimum value of the package. If the user
requests to upgrade to a package with higher fees than the credit limit,
this shall automatically raise the credit limit to at least the value of the
new package.

18.2 The service provider must notify the user when 80% of their credit
limit for the relevant period has been consumed, through a text message
or any other documented means.

18.3 The service provider must notify the user when 80% of their
subscribed internet package has been consumed via a text message.
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18.4 The service provider must suspend the service immediately upon
reaching the amounts owed by the user that exceed the agreed credit
limit. The user may request to reinstate the service and be given a grace
period for payment not exceeding 5 business days, provided that their
consumption during this period does not exceed 10% of their credit limit.
18.5 The service provider must suspend internet service immediately
upon the user consuming the entire capacity of their subscribed internet
package and notify the user via a text message about the service
suspension, how to reinstate it, and the cost of using the internet
without the package if desired.
18.6 The total value of the invoice must not exceed the credit limit,
except as stated in this document. If the user fails to pay the amounts
due, service suspension continues into the next billing cycle, and only
recurring charges are included in the next invoice.
18.7 Service suspension due to exceeding the credit limit is limited to
non-recurring charges, while services billed under recurring charges,
such as unlimited internet packages and unlimited calls, will not be
suspended.
18.8 The following are explicitly exempted from being subject to the
credit limit:
e 18.8.1 Charges for the last call initiated before reaching the
credit limit.
e 18.8.2 Charges for service usage during international roaming,
excluding internet usage while roaming.
e 18.8.3 Anincrease of no more than 10% of the credit limit if the
user requests service reinstatement after suspension due to
reaching the credit limit.
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19. International Roaming
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19.1 The service provider must not automatically activate international
roaming services for internet usage outside of packages without the
user's request for activation.

19.2 The service provider must notify the user via free text messages in
both Arabic and English (unless the user chooses one language)
immediately upon connecting to another mobile service provider's
network during international including the following
information:

roaming,

e 19.2.2 Charges for receiving voice calls.

e 19.2.3 Charges for making voice calls to a service number using
a number from a provider in the Kingdom.

® 19.2.4Charges for making voice calls to a service number using
a number from a provider in the roaming country.

® 19.2.5 Charges for sending text messages to a service number
using a number from a provider in the Kingdom.

® 19.2.6 Charges for sending text messages to a service number
using a number from a provider in the roaming country.

e 19.2.7 Charges for using the internet in the same area of
international roaming.
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e 1928 How to access information on call rates to other
countries.

® 19.2.9 Means of contacting the service provider for free while
roaming.

® 19.2.10 Any usage restrictions during international roaming
that may result in increased billing amounts.

® 19.2.11 International roaming services are not subject to the
credit limit, except for internet usage.

® 19.2.12 Clarification of the unit of measurement for each
service charge, with international roaming service charges
sent to the user priced in Saudi Riyals.

e 19.213 Clarification that the quality of service on mobile
networks in other countries depends on the service provider
in the roaming country.

e 19.2.14 Presentation of the packages offered by the service
provider in the roaming country, their features, and how to
subscribe to them.

19.3 The service provider must notify the user of any changes in prices
before applying them to the user.
19.4 The service provider must implement necessary measures to
protect the user in border areas from automatic international roaming
on a network of another provider.
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20. Local Roaming
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20.1 Service providers holding a unified license must do the following:
e 2011 Automatically activate voice services and internet
services for local
requests from the user.

roaming without requiring activation

®  20.1.2 Notify the user via a free text message in both Arabic and
English
connecting to another mobile service provider's network
during local roaming, following the mechanism defined by the
authority.

(unless the wuser chooses one language) upon

e  20.1.3 Not charge any additional fees for enabling the user to
benefit from local roaming.
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21. Number Portability
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21.1 The service provider must allow users to transfer their numbers to
another provider without any unjustified delay or obstacles.

21.2 Users must be informed of the procedures and requirements for
number portability in a clear and accessible manner.

21.3 The service provider must complete the number transfer process
within the timeframe specified by the authority.

21.4 Users must not be charged any fees for transferring their numbers,
except for any outstanding dues related to their current service.
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21.5 The service provider must ensure that users retain the same
services and quality during the number transfer process.

21.6 Users should be notified of the successful completion of the number
portability process via text message or other appropriate means.

22. Service Assignment
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221 Service Assignment: The user may assign the service to another
person, provided that the conditions for providing the service are met
by the assignee. The service for the assignee is established in accordance
with Sections 6, 7, and 8 of this document.

22.2 Rejection of Assignment Request: The service provider may reject
the assignment request if there are any outstanding dues owed to the
service provider related to the service being assigned or to the assignee,
except in cases where those dues are disputed by the user.

22.3 Proof of Assignment: The service provider must provide the user
with proof of the assignment of the service to another person, including
details of the assignment and the date of its enforcement.
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24. 23. Suspension and Cancellation of Services
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23.1 The service provider must facilitate the procedures for requests to
suspend, assign, or cancel services, or transfer them to another provider.
Users or their authorized representatives should be able to submit
requests through all service channels, including phone calls, electronic
means, automated responses, and in-person visits, without being limited
to specific methods or required to attend in person.

23.2 Users have the right to request the cancellation of the service, and
the service provider must comply without charging any fees for the
service being canceled from the date of the request. This does not affect
the provider's right to claim any lawful amounts related to the service
before the cancellation request date.

23.3 Users have the right to request a suspension of postpaid services
for a period not exceeding 12 months. During the suspension, no fees will
be charged except for the approved suspension fee. If there is a
minimum contract term, the service provider may extend the
commitment period by an equal duration to the suspension period and
must notify the user accordingly.

23.4 The service provider cannot refuse to execute the user’s request for
suspension or cancellation due to outstanding amounts owed by the
user.

23.5 The existence of a minimum contract term does not obligate the
user to continue the service if they wish to cancel it. This does not affect
the service provider's right to claim any amounts that may be imposed if
the user cancels the service before the end of the contract term.

23.6 The service provider must document the user's request for service
suspension or cancellation and obtain their consent before executing
the request, retaining it for the duration specified in this document.
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23.7 The service provider must provide the user with proof of their
request for service suspension or cancellation, indicating the date of the
request.

23.8 The service provider must suspend or cancel the service in the
following cases:

e  23.8.11f asuspension or cancellation request is received from
the authority.

e  23.8.2If asuspension or cancellation request is received from
the user.

e 2383 If the user’s legal status changes, including death,
expiration of ID, or permanent departure from the Kingdom,
within three days of the provider being informed of the status
change, except in the case of death, which must occur within
30 days—unless the authority decides otherwise. Heirs may
submit a request to transfer the service to one of the heirs
during this period, assuming the assignee bears all obligations
related to the transferred service.

e 2384 If the user fails to respond when requested to update
their information, or if it is proven that the user provided false
data or established the service in violation of the authority's
regulations.

e 2385 If the user must vacate the location where the fixed
communication service is established due to compelling
reasons beyond their control, the service provider must cancel
the service from the date they were informed, without the user
incurring any financial amounts due to the cancellation.

e 23.8.6 Evidence of misuse of the service, including causing
disturbance, threats, fraud, or abuse to others, as determined
by the authority.

e 2387 If 60 days have passed since the invoice was issued
without the user settling the outstanding amounts, unless the
amount is disputed with the service provider. The service
provider may not charge any fees after this date.

23.9 The service provider may suspend or cancel the service for the user
for any of the following reasons:

® 23971 The user’s inability to provide the security deposit
requested by the service provider in cases where a deposit is
permissible, as outlined in this document.

® 2392 The user's failure to adhere to the deferred payment
agreement for one or more installments according to the
service provider's payment plan.

® 2393 The user’s violation of any provisions or conditions
outlined in this document or the service contract.

® 2394 Theusersinability to settle dues to the service provider,
according to any of the provisions in this document, unless
those dues are disputed.

e 2395 Expiration of the prepaid service subscription without
the user recharging the service balance, in accordance with
Section 17 of this document.
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® 23,96 The user obstructing the service provider's technician
from accessing the service location at least three times a year,
provided that terminal devices belonging to the service
provider are present at the site, in cases where the provider
secures a terminal device installed at the user’s location.
23.10 Unless the authority decides otherwise or if the cancellation
request is from the user, the service provider must take the following
actions prior to canceling the service:

e  2310.1Suspend the service by halting outgoing services for at
least 15 days before cancellation, ensuring that the user can
receive incoming calls and contact emergency services and
the service provider.

e 2310.2 Send a notification to the user at least 5 days before
the suspension or cancellation via text message for mobile
services and any other appropriate means for other services,
instructing the user to avoid the reason for suspension or
cancellation, how to do so, the date of suspension or
cancellation, and another message one day before suspension
or cancellation if the reason persists.

e  2310.3 The user must be given at least 25 days to pay before
suspension of service from the date of the invoice, unless the
reason for suspension is the invoice amount reaching the
credit limit.

23.11 Cancellation of the service does not exempt the user from the
following:

® 23111 Paying allamounts owed to the service provider for that
service.

e  2311.2 Immediately returning all terminal communication
devices to the service provider if the provider secured them
for the user, as agreed in the service contract, considering
normal wear and tear.

23.12 If the service provider suspends the service due to a legal
justification, they may not charge the user any fees except for the
approved suspension fees from the authority during the suspension
period.

2313 The service provider must reinstate the suspended service
immediately upon discovering an error or incorrect procedure taken in
suspending or canceling the service, no later than the next business day,
unless circumstances beyond their control prevent this. No charges may
be applied for reinstating the service in this case, and the user is
exempted from paying periodic fees during the suspension or
cancellation period.

2314 The service provider must restore the suspended service
immediately upon removal of the reasons for suspension, no later than
the next business day, unless prevented by circumstances beyond their
control. In cases of cancellation initiated by the user, the service will not
be reinstated unless upon their request; this request will be treated as a
new request, and the service will be restored based on the technical
availability from the service provider, who is not obligated to restore the
service under the same previous number.
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23.15 The service provider may not suspend or cancel other services for
the user due to outstanding debts on another service, unless the debts
are added to other services as specified in Sections 16-17 of this
document.

23.16 The user is not entitled to request the service provider to refund
installation fees for services canceled due to non-payment, user request,
or due to a legal reason.
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details, invoice details, usage reports, technical support, and
manage these services according to their delegated powers.

e 257.4 Provide a service level agreement for the government
and business sector user, which must include at a minimum:
o 25.1.4.1 Information, features, prices, and terms of
the service.
o  25.1.4.2 Communication and escalation methods.
o 25143 Billing and payment procedures and
timelines.
o 25.1.4.4 Minimum quality standards for the services
provided.
o 25145 Maximum repair time for outages,
deficiencies, errors, or defects in service.
O 25.1.4.6 Responsibilities and obligations of each
party.
o 25147 Settlements related to breaches of
obligations and the service level agreement.
25.2 The service provider must create a guide for government and
business sector users that includes all requirements and procedures
related to services and how to deal with them in a clear and transparent
manner, published on the service provider's website.
25.3 Notwithstanding the provisions of this document, the following
rules apply to users from the government and business sectors:

e 2531 Financial Guarantee: The service provider may agree
with the government and business sector user on alternative
mechanisms, terms, and means for financial guarantees.

®  25.3.2 Service Request: The procedures for providing services
to the government sector will be implemented according to
the directives issued by the relevant authorities regarding the
procedures for requesting services for government entities, if
applicable.

e  253.3Service Provision: The service provider must specify the
time for providing services that require execution time,
provided the government and business sector user's site is
ready, and the infrastructure supports service provision. If the
site is not ready or the infrastructure does not support
execution, the duration will depend on the agreement with the
government and business sector user, ensuring both parties
fulfill their responsibilities as agreed in the service contract.

e 253.4 Billing: The service provider may agree with the
government and business sector user on the billing issuance
period, claims, and payment mechanisms.

®  25.3.5 Service Cancellation: The service provider may agree
with the government and business sector user on the
mechanism for suspending or canceling service due to non-
payment, differing from what is stated in this document, while
considering any instructions issued regarding government
entities.
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26. Complaint Handling Procedures
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26.1 The service provider must establish a dedicated department to
receive, manage, and process user complaints related to its services.
26.2 Users have the right to submit their complaints to the service
provider within 60 days from any of the following dates:

®  26.2.1 The date of the last incident that led to the complaint,
or the date of the bill in question if the complaint pertains to
the bill.

®  26.2.2 The date the user became aware of the incident or the
issuance of the bill, if it is determined that the user was not
aware of the bill or incident at that time.
26.3 At the authority's discretion, a complaint may be submitted by a
person acting as a representative for a group of users, provided that:

e 2631 The complaint is based on the same factual
circumstances and legal basis.

®  26.3.2 The person submitting the complaint provides proof of
their legitimate representation of the group.

26.4 The service provider must address the complaint within no more
than 5 days from the date the user submits their complaint.
26.5 The service provider must establish clear and specific procedures
for handling user complaints, ensuring they are addressed within the
timeframe specified in paragraph 26.4, and must adhere to the
following:

e 26.5.1 Complaint handling procedures must be conducted
through an electronic system that retains and documents all
complaint processing actions.

® 26.5.2 Complaints should be submitted through all available
means, including phone calls, in-person visits, and other
electronic methods, ensuring that the complaint is handled by
a qualified employee. The service provider may not require the
user to submit the complaint through a single method.

®  26.5.3 The user must be provided with a reference number for
their complaint after submission and informed of the expected
timeframe for processing the complaint via SMS or electronic
If the expected timeframe expires before the
complaint is resolved, the user must be updated on the status
of their complaint and the new expected timeframe for
resolution, including reasons for the new timeframe.

means.

® 2654 The service provider must provide the user with a
detailed and clear written response regarding the outcome of
their complaint via SMS or electronically, rather than using
vague phrases such as "The complaint has been processed.”

26.6 The service provider must publish the means of receiving
complaints and the procedures for handling them on its website and at
all service outlets, clearly and prominently, in both Arabic and English.

26.7 The service provider must refrain from claiming the disputed
amount from the user, whether the dispute is before them, the authority,
or any judicial or quasi-judicial entity, and must not suspend or cancel
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the service due to the disputed amount until the processing of the
complaint is completed. This does not exempt the user from paying the
undisputed amount within the specified payment period in the invoice.
26.8 Users may escalate any complaint that has not been resolved with
the service provider to the authority within 180 days from the date the
service provider closed the complaint or the expiration of the timeframe
specified in paragraph 25.4. The authority may waive this timeframe if it
determines that there were valid reasons preventing the user from
submitting their complaint within that period.

26.9 The authority may refuse to consider a complaint if there are valid
reasons, including:

®  26.9.1If the subject of the complaint is outside the authority's
jurisdiction.

e 2692 If the subject of the complaint has already been
adjudicated by the authority or a competent judicial body.

e 2693 If the user has the same complaint still under
consideration by the authority or a competent judicial body.

®  26.9.4If the user escalated their complaint after the specified
legal periods have expired, unless exempted.

® 2695 If the complaint is unrealistic, incomplete, based on
incorrect requests, or does not meet acceptance criteria.

®  26.9.6 If the complaint contains any inappropriate language.

26.10 The authority may request any data or documents from the service
provider or the user regarding the complaint under consideration, and
both must provide the requested information within the timeframes
determined by the authority.

26.11 The authority shall resolve escalated complaints within a maximum
of 30 days from the date of escalation, unless the nature of the complaint
requires additional time, in which case the user must be notified. The
following circumstances are considered closure of the complaint, and
closure may occur at any stage of the process:

®  26.11.1 Mutual agreement between the user and the service
provider at any stage of the complaint handling process.

®  26.11.2 Acceptance by the user of the response or solution
provided by the service provider, with lack of response from
the user within the timeframe specified by the authority
considered implicit acceptance.

® 26.11.3 The user abandoning their complaint, with lack of
response to requests from the authority within the specified
timeframe deemed abandonment of the complaint.

®  26.11.4 Issuance of a decision by the authority regarding the
complaint.

®  26.11.5 The user requesting the closure of their complaint at
any stage of its consideration.
26.12 The authority will decide on the complaint and issue its decision
based on the documents available to it, and may request additional
information from either or both parties.
26.13 The authority may consolidate complaints related to the same
subject and factual circumstances for a single decision.
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26.14 The authority may receive complaints from users that do not
pertain to specific obligations of the service provider under the
authority's regulations or the service contract, whether aimed at
improving service quality or for other reasons, and the authority will
establish procedures for handling these complaints, differing from those
outlined in paragraphs 26.11 and 26.12.

26.15 The service provider must implement the authority's decision
regarding the complaint immediately upon notification, and within the
timeframe specified by the authority.

26.16 The service provider must take corrective actions to address the
causes of complaints and ensure they do not recur.

26.17 The authority may refer the service provider to the committee for
reviewing violations of communication and information technology
regulations if it determines that the provider violated the authority's
regulations during the complaint process.

27. Complaints Against Service Providers Relying on
Another Provider
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27.1 The service provider is not exempt from its obligations to address
user complaints in accordance with the provisions of Article 26 of this
document if the user’'s complaint pertains to matters under the control
of another provider (the hosting provider) upon which the service
provider relies to provide its services according to its license.

27.2 The service provider must receive and process the user’'s complaint
mentioned in paragraph 27.1in coordination with the hosting provider.
27.3 The service provider must clarify in its service contracts if it relies
on the networks or services of another provider.
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28. Retention
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28.1The service provider must retain any contracts, records, documents,
invoices, or data it is obligated to keep under this document for no less
than 12 calendar months, as follows:

e 2811 Service Contract and Modifications: The retention
period begins from the date the service contract ends and all
dues are settled, with no disputes existing between either
party regarding the service contract.

e  28.1.2 Additional Service Documents: The retention period
begins from the date the request is submitted for additional
services, activation, service transfer, assignment, suspension,
or cancellation.

e  28.1.3 Invoices: The retention period begins from the date of
invoice issuance unless there is an ongoing dispute related to
that invoice; in such cases, the service provider must retain the
invoices until the dispute is resolved. Additionally, the provider
must keep invoices that remain partially or fully unpaid for 12
months after their issuance until they are settled.
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e  28.1.4 Records of Prepaid Service Subscriptions: The retention
period begins from the expiration date of the subscription
unless there is an ongoing dispute related to this subscription.
In the event of a dispute, the provider must retain the records
until the dispute is resolved.

e 2815 User Complaints and All Related Procedures: The
retention period begins from the date the complaint is closed.
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28.1.5

29. Rules and Procedures for Addressing Deficiencies,
Errors, Interruptions, or
Settlement Procedures

Defects in Service and
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29.1 The service provider is responsible towards the user in cases
determined by the authority based on the facts of the case under
consideration, including but not limited to the following:

® 29.1.1 Service interruptions, delays, defects, or failures in
transmission, communication, or service quality approved by
the authority.

®  29.1.2 The service provider's inability to prove the validity of
the amount in the user's complaint.

®  29.1.3 The service provider's failure to demonstrate that the
procedures taken comply with the provisions of this
document.

®  29.1.4 The user's subscription to a service based on misleading
or inaccurate announcements or information provided by the
service provider.

®  29.1.5 The service provider's violation of any of the authority's
regulations.

®  29.1.6 The service provider's inability to prove that the service

was provided as agreed with the user or as per the authority’s
regulations.

29.2 The service provider's responsibilities in cases of deficiencies,

errors, interruptions, or defects in service require the following actions:

e  29.2.1Adjusting the financial compensation for the service.
e 29.2.2 Correcting the issue to eliminate its impact on the user.

®  29.2.3 Rectifying the cause of the problem to prevent its
recurrence for other users.

® 29.2.4 Allowing the user to cancel the service contract or

transfer it to another provider without imposing any
obligations on the user.

29.3 No action taken against the user in violation of the authority's

regulations or the provisions of this document will be considered valid.

29.4 The provisions of this article do not affect any additional

settlements stipulated in the authority's regulations or included in the

service contract or service level agreement between the user and the

service provider.
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29.5 This document does not limit the user's right to seek compensation
before judicial or other competent authorities if such compensation is
warranted under applicable laws in the Kingdom.

30. General Provisions
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30.1 The service provider is obligated to implement the provisions of this
document in all its dealings with retail communication service users. It
may not impose or agree, in its service contracts or otherwise, to any
exceptions to these provisions unless explicitly permitted by the
provisions of this document.

30.2 When this document requires the execution of any written action,
it may be performed electronically or automatically through automated
systems, in accordance with the regulations and decisions governing
electronic transactions and any directives issued by the authority in this
regard.

30.3 The provisions of this document do not prejudice the rights of users
or the obligations of the service provider under any other regulations
issued by the authority or any applicable laws in the Kingdom.

30.4 The service provider must implement and comply with the
provisions of this document immediately upon its effectiveness as
determined by the authority, including amending existing service
contracts with users as required by its provisions.

30.5 Without prejudice to any other obligations under the authority's
regulations, the service provider must provide the authority, upon
request or according to any periodic obligations set by the authority,
with the data, information, and documents required to demonstrate
compliance with the provisions of this document.

30.6 The authority may undertake or designate any measures or actions
to verify the service provider's compliance with the provisions of this
document, including field visits, inspections, employee interviews, and
reviewing its systems, procedures, and records.

30.7 The authority has the right to take any actions it deems appropriate
in accordance with its regulations if the service provider breaches any
obligation stated in this document.
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