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FREQUENTLY ASKED QUESTIONS (FAQ)
FOR
FAMILY BUNDLE CAMPAIGN 2024

QUESTION ANSWER

GENERAL INFO & CAMPAIGN OFFERING

1 What is Family = Family Bundle Campaign is athematic campaign that aims to increase FMC
Bundle rate and to grow customer share of wallet via Convergence Family Bundle
Campaign all Plan to drive higher ARPU.
about?

= Customers will enjoy the following benefits when subscribing to Unifi Home
plan under this campaign:

o Unifi Home Broadband 500Mbps with Netflix (Standard Plan), Unifi TV
free channels (18 free-to-air channels + 5 selected premium channels)
with free Unifi TV Box and Unifi Mobile Family Plan (2 SIMs).

o Discounted price on Family Bundle plan for 24 months (existing
customers outside contract).

2 Can you tell me
more about the ® EXxisting customers can subscribe to Family Bundle plan as per offering below:

campaign?
Total Price per month RM219.90
Segment Existing customers (outside contract)
Contract Period 24-month
Mobile SIMs 2 SIMs (1 Principal + 1 free supplementary)

Content Unifi TV free channels + Netflix Standard Plan + Unifi Plus Box

1. FREE 600 minutes to fixed lines and mobile.
2. Beyond Call Rates:
] *TM Fixed Lines: FREE
Voice * Mobile/Other Fixed Lines: 10 sen/min

3 How longis the = This campaign runs from 14™ June 2024 until further notice.
campaign
period? = Any early discontinuation or extension of the campaign will be notified and
updated in Wiser.
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Who is eligible = This campaign is specially offered for subscriptions from existing Unifi
for this customers who are outside contract.
campaign?
How do = Customers can sign up for this campaign at below touchpoints nationwide
customers during the Campaign Period:
register for
this 1. Unifi Store/TMpoint
campaign? :
paig 2. TM Sales & Retention Center
3. Digital channels via Unifi portal
Is there any = No supporting document is required to sign up for this campaign.
supporting
document = Subscription is as per existing/current process.
needed?

Will customers = Yes, all Unifi Home plans will be subject to the contract as follows:
be tied to any o 24-month contract for existing Unifi customers who are outside
contract if they contract.

subscribe to

this campaign?

What is the = |f customers sign up for this campaign, they will be entitled to enjoy:

added value for o Unifi Home Broadband 500Mbps with Netflix (Standard Plan), Unifi TV
this campaign free channels (18 free-to-air channels + 5 selected premium
compared to channels) with free Unifi TV Box and Unifi Mobile Family Plan (4
other promos? SIMs/3 SIMs/2 SIMs).

o Discounted price on Family Bundle plan for 24 months (existing
customers outside contract).

Can customers = Customers are allowed to make change request to other plans (upgrade

request to plans only) after contract period has ended.
change or o |
modify plan = Only movements with incremental price or speed are allowed after contract
within contract period has ended.
period?

BILLING
What is an = New customers will need to pay an upfront payment depending on their
upfront plan subscription which will be offset in their first or second month’s bill for
payment? both Unifi Home Broadband and Unifi Mobile.

1. Unifi Home Broadband: Upfront payment of RM100 (for Malaysian
citizen) and RM500 (for a foreign customer who resides in Malaysia or
a permanent resident of Malaysia) will be imposed and is payable within


https://selfcare.unifi.com.my/login
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Will customers’
bills be
prorated for the
month when
the upgraded
speed takes
effect?

What will
customers’
bills look like
when they
subscribe to
this campaign?
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ten (10) days effective from the Unifi activation date. Depending on the
time left for payment, customers will receive different communication
(total 2 calls, 4 Emails & 5 SMSes) as reminders. Upfront payment can
be made at any ™ payment channels
(https://i.unifi.my/paymentchannel). For immediate payment update,
customers are encouraged to pay at JomPay, online banking or Unifi
Store/TMpoint through kiosk or counter. Broadband account will be
suspended if no payment is received after 10 days and terminated after
30 days.

2. Unifi Mobile: Upfront payment depends on the subscription of the
mobile plan (RM129, RM159 or RM189) (for Malaysian citizen) and
RM300 (for a foreign customer who resides in Malaysia or a permanent
resident of Malaysia) will be imposed and is payable on the activation
day. Customers will be provided with a payment link and must complete
the payment by 11.59 pm on the same day as the payment link will
expire at 12.00 am. Failure to make payment within the timeframe will
lead to the customer’s mobile registration being unsuccessful.

Yes, if customers agree to be upgraded, their bills for the month when the
upgrades take effect will be prorated. In subsequent months, they will be
charged based on the new subscription fees.

Customers will receive two (2) separate bills for Unifi Home Broadband and
Unifi Mobile.

Customers will also see two (2) types of charges in their first bill:

1. Prorated charges based on the Unifi activation date and billing period
date.

2. Full month charges of the broadband package based on 30 days from the
first (1% billing date.

Customers will also see the charges for other add-ons such as Smart
Device/Mesh Wi-Fi (if applicable).


https://i.unifi.my/paymentchannel
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13 Where can = Customers can view and pay all broadband and entertainment bills via Unifi
customers view Selfcare portal or MyUnifi app, which can be downloaded for free via the
and pay bill? following links:

1. Apple: App Store
2. Android: Google Play

3. Huawei: AppGallery

= Customers can view and pay mobile bills via Unifi Mobile portal or Unifi Mobile
app, which can be downloaded for free via the following links:

1. Apple: App Store
2. Android: Google Play

3. Huawei: AppGallery

= For other payment channels, please refer to https://i.unifi. my/paymentchannel

TRANSFER OWNERSHIP, RELOCATION AND TERMINATION

14 Customers will = Yes, the plans will be carried to customer's new address. However,
be relocating to depending on the infrastructure or technology availability (FTTH to VDSL),

a new address. customers may no longer be able to enjoy the same plan and may be
Will the plans required to downgrade within the same package family.

be carried . , ,

over? For example, if the current plan speed is 300Mbps and the customer relocates to

a high rise building (VDSL), the new plan will be changed to 30Mbps.
15 Can customers = Any transfer of Unifi Home Broadband or Unifi Mobile plan is allowed,
transfer their subject to terms and conditions for relocation and transfer of ownership.

Unifi account to
another owner? = Please note that all OTT entitlements are not transferable to the new owner
or account.

16  What happens = If customers cancel the subscription within the contract period for Unifi Home

if customers and Unifi Mobile packages, they will be charged with the standard early
cancel the termination fee, which is the full subscription fees of the remaining months in
subscription the contract period.

within contract L , -
period? = Early termination charges will be charged based on monthly subscription

plan before the discount.

Early Terminaticn Penalty [ETP} = Maenthly Subscription Plan [calculated based on price before discount X Remaining contract period month

SUPPORT


https://apps.apple.com/my/app/id1447326559
https://play.google.com/store/apps/details?id=my.myunifi
https://appgallery.huawei.com/#/app/C100912331?channelId=web&detailType=0
https://apps.apple.com/my/app/unifi-mobile/id6465894875
https://play.google.com/store/apps/details?id=com.iwhalecloud.clp.tm&pcampaignid=web_share&pli=1
https://appgallery.huawei.com/app/C109220135
https://i.unifi.my/paymentchannel
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If customers
have any
further
enquiries or
need further
assistance,
who should
they reach out
to?
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For further assistance, customers may contact the following Unifi’s digital
channels:

o Live Chat at maya.unifi.com.my or MyUnifi app
o Facebook at facebook.com/weareunifi
o X (formerly known as Twitter) at @unifi

Customers may also visit us at any of our Unifi Store/TMpoint outlets
nationwide or call 100.



https://maya.unifi.com.my/
https://www.facebook.com/weareunifi
https://twitter.com/unifi
https://www.unifi.com.my/support/find-tm-point

