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Service Plan Summary
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What our service plan provides:

e 24-hour access to our cyber emergency helpline for up to 2 hours per incident, up to 2 incidents
per year

Important conditions or restrictions:

e You will only be eligible for access to our cyber emergency helpline a number of days after your
subscription first starts e.g. 14 days. This will be clearly shown during the signing-up process and
in your plan documents

¢ We are therefore unable to provide you with access to the cyber emergency helpline immediately
you sign-up

e This service plan is designed for devices that you use primarily for personal, non-professional,
non-commercial purposes

¢ You must be 18 or over to sign-up, although the service plan applies to you and members of your
immediate family living at the address you give (and dependants up to the age of 22 living away
at university or college during term-time), regardless of the age of the occupiers
You must be resident in the UK

e We are unable to help if a device is affected while it is outside the United Kingdom

e Devices must be in good physical condition with no signs of physical damage other than
reasonable general wear and tear

e Devices that we can help with are: mobile phones, tablets, laptop and desktop computers
We can only help with mobile phones that are less than 36 months (3 years) old when the
subscription plan starts

e For all other devices, we can only help if they are less than 60 months (5 years) old at the time
the plan starts

¢ You must have bought the devices either as new from the manufacturer, network provider or retail
store (high street or online) or, if used or refurbished, directly from the manufacturer or network
provider only

e You must be able to produce the original proof of purchase — it could be in electronic or paper
form

e The operating system for all devices must be in an unaltered state as recommended by their
manufacturer — we are unable to help with cracked, modded or jail-broken devices

¢ In the case of mobile devices and tablets all apps must have been downloaded from the
authorised app store for the operating system
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How do you pay for the service plan?

e You pay for your service plan subscription in monthly instalments by credit or debit card
We will take payment automatically on the same day each month
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When does the service plan start and end?

The plan will continue indefinitely unless you or we cancel it
¢ You will find details of your subscription start date, helpline eligibility date and what happens at
each anniversary in your service plan schedule

How do you manage your service plan?

You can manage your service plan completely online. You can update personal, address or payment
details, download documents or cancel it all through your online account dashboard.

Details of how to access your online account dashboard are provided in your sign-up email.

Q

Who are we?

Cyber Made Easy and cyberSOS are registered trade marks and trading styles of Vivo Lifestyle Services
Ltd, a company registered in England and Wales, Company No. 10729223.
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