arltel

Hardship Policy

The purpose of this Hardship Policy (“HP”) is to provide you with
information on how we can help provide support to anyone who is
experiencing financial hardship. This HP sets out how to apply for financial
hardship assistance and the criteria individuals are required to meet to

be considered, as well as what support we can offer for those individuals.

1. Who does this policy apply to?
1.I.  This HP applies to all customers who are the account holder for the

Services.

2. Financial Hardship

2.1. A situation whereby an individual finds themselves unable to meet
their financial obligations as a result of unforeseen circumstances

which are beyond their control, including but not limited to:
211. Loss of employment;

2.1.2. Death, medical emergency or iliness (including of a loved

one);
2.1.3. Domestic violence;

2.1.4. Natural disasters.
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3.Type of Support we offer
3.1. Our plans are no-lock in contracts and terminable on 30 days’
notice however, if you need assistance beyond ending the
Services, the type of support we are able to offer will vary
depending on the type of financial hardship you are suffering.

These include:

3.11. Extensions of time for payment;

3.1.2. Temporary payment deferrals or reductions;
3.1.3. Payment plans;

3.1.4. Discounting or waiving of additional fees and charges such

as interest or late payment fees.

4.Eligibility to apply
4.]. You must be experiencing genuine financial hardship and provide
any documentation we may reasonably ask for to allow us to

correctly consider your application.

e Generally, we will only ask for additional documentation where you
are seeking long term financial hardship assistance and may
include things like a doctor’s letter, termination letter, financial
statements. Failure to provide any additional information may
result in us being unable to appropriately consider your
application for financial hardship.
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5.Application Process
5.1. If you are suffering financial hardship you should contact us to
discuss how we can help you. All applications for financial
hardship assistance are treated with kindness and compassion

and confidentially in accordance with our Privacy Policy.

5.2. Once we receive your application we will consider whether any
additional information is required. If additional information is

required, we will contact you.

5.3. If no further information is required or upon receiving all requested
additional information, we will assess your application and notify

you of the outcome within 5 Business Days.

5.4. If your application for financial hardship assistance is not
successful or we do not believe you will be able to meet any
reasonable conditions, we may suspend or terminate your

Services in accordance with our Trading Terms.

6.Complaints

6.1. If you are not satisfied with the outcome of your application, you
can request a review within 5 Business Days of being notified of the

outcome by contacting us.

6.2. If you are not satisfied with the way we handled your application
for financial hardship assistance you should refer to our Trading
Terms for the dispute resolution process. If you are not satisfied

with the outcome of any complaint dealt with via our dispute
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resolution process you may refer the matter to the

Telecommunications Industry Ombudsman.

7.Contact Us

7.. To apply for financial hardship assistance or request a review

please contact us at:

e Email: support@arctel.com.au

e Telephone: 1300 272 835
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