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Standalone High Speed Internet




Table of contents

@ XY= V1= 3
Y =T YA T oL ST @ =] 1 1T 8
e o 1 o T o P 10
SEIVICE Dl IV eIy PrOCE S S ittt iiiiiiiiiiacetststeeaaassssnnnmmmaasseeeeasassssnnnnmmmmnmsssesssssssnnsnsnnnnnnnnns 16

T3 1= 1= 14 o o 33




Overview

Residential High Speed Internet offering without having
to bundle with ACN Digital or Local Phone Service

Both Bell DSL and Videotron Cable High Speed Internet
Avallable In Ontario and Quebec

Up to 30 Mbps download speeds




Industry Stats

 Bell and Videotron's broadband reach - 8 million locations!

« 86% of Ontario & 78% of Quebec households have High
Speed Internet access




| arge Target Market

* |deal for customers with no traditional home phone or cable
telephone

* Growing market as younger households become wireless only




Setting Expectations with Your Customers

 ACN will verify serviceabllity after the order Is placed

 Customer chooses an Iinstallation date (Typically 2-3 weeks out from order date)

 Customers will receive an ACN High Speed Internet modem in order to ensure the
highest level of service quality

« The modem will arrive at the customer’s premises prior to the
activation/installation date

* If your customer has existing Internet service, please ensure that they do not

cancel their existing service until the High Speed Internet is installed and activated
to avoid any service interruption

A




Setting Expectations with Your Customers

 Remind your customer to cancel their previous Internet Service AFTER installation
so they are not billed from two carriers

« Alert the customer that they may receive a win-back attempt from their previous
provider

“Why would you stay with a company that hasn’t given you their best pricing
until you want to leave?”




Standalone High Speed Internet

Service Offering




New Service Offering

* DSL Internet 7 Mbps, 10 Mbps, and 15 Mbps available in Ontario and
Quebec (Bell footprint)

» Cable Internet 5 Mbps, 10 Mbps, 20 Mbps & 30 Mbps available In
Quebec (Videotron footprint)

» |deal for residential customers without ACN Digital or Local & Long
Distance phone service

» Plans starting as low as $41.99/month (including modem rental)
 Activation fee of $30.00 and $9.99 Shipping & Handling fee
 Rewards Card to offset upfront fees

* Professional installation If required

« 1 year term commitment




Standalone High Speed Internet

Pricing




New Service Offering

 DSL Internet Pricing:

Speed* Ontario Quebec
Up to 7 Mbps $46.99/month $44.99/month

Up to 10 Mbps $51.99/month $49.99/month
Up to 15 Mbps $56.99/month $54.99/month

» Competitively priced plans (includes modem rental)

» $30.00 Activation Fee and $9.99 Shipping & Handling Fee
« $40 Rewards Card to cover upfront fees

1 yearterm

*Up to speeds based on optimal conditions; not all speeds available at all locations.



New Service Offering

» Cable Internet Pricing:

Speed* Quebec
Up to 5 Mbps $41.99/month
Up to 10 Mbps $47.99/month

Up to 20 Mbps $56.99/month Internet In
Up to 30 Mbps $60.99/month 2015!

 Competitively priced plans (includes modem rental)
« $30.00 Activation Fee and $9.99 Shipping & Handling Fee
 $40 Rewards Card to cover upfront fees

« 1 yearterm .
) . X _ . A N\ |
Up to speeds based on optimal conditions; not all speeds available at all locations ng; -




Total ACN Standalone One Time Charges

New Customers One Time
Charge
Installation Walived!
Activation $30.00
Shipping & Handling $9.99
Total for New Customers $39.99
$40.00 Rewards Card to cover all upfront fees

New customers must complete the online redemption form within 30 days of placing their order and will not receive the reward card until service has been
activated and remains in good standing for 120 days. It will take up to 6 weeks to receive the Reward Card after the 120-day period has passed.




Main Objection

Customer: | like the reliability of my Bell/Videotron Internet
service.”

*ACN’s High Speed Internet service uses many of the same
network elements, high quality modems, and installation by same
technicians as Bell & Videotron

In addition, the customer has the opportunity to do business with
someone they know




Benefits

» Offer a solution for High Speed Internet Service for people
who do not have home phone service

» Competitively priced; and similar to service customer IS
already getting

» Customer Rewards card to offset upfront fees

« DSL modem is Wi-FiI enabled

* Customer Is doing business with someone they know
AN
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Standalone High Speed Internet

Service Delivery Process




Order Process

» Customer enters phone number and address
* Customer makes selection from list of available speeds

» Service and speed avallablility will be confirmed after the order Is
submitted — this can take up to 2 business days for the customer to
be notified

v If the speed selected is available, customer’s desired speed will be ordered

v If the speed selected is unavailable, the next highest speed will be
provisioned. Should the customer wish to cancel as a result of the desired
speed not being available, then the customer will need to contact Customer
Care — prior to installation — to cancel the High Speed Internet order

v' Customers will be contacted via email with status updates on progress of
orders -— |
At



Service Delivery Process

* Pre-Order Preparation (Payment Methods)
* Ordering/Serviceability

 |nstallation

e Customer Communication

* Support




Pre-Order Preparation

Payment Methods:

A valid credit card with the understanding that the customer will be
billed automatically each month for the service using this payment
method. Name on credit card must match name on the account.
(Can be changed once the service has been activated to an
alternate credit card If desired)

* Pre-authorized debit and Paypal payments also accepted (Note: A
5 day hold applies on orders using these payment methods, as
such your order and installation confirmation may be delayed)




New Customer Orders

TS IETAIDE M= S I A L ™ A =l TN YT
PROPRICTAIRE D'ENTREPRISE INDSPENDANT / Susinass 1D: 0271670
ContaciMa b End ot how ¥ nofier ACN sanyvios T -

Direct customers to your online store
to sign up for Standalone High
Speed Internet

' o :
'A%'\‘I Essential Services You Use Every Day

| Quebec
These services may be available in your area. Select a service to learn more or start shopping
Quebec

Residential Services

e Product will be available by clicking
Quebec BRe ) VD | al the "High Speed Internet” icon

e S |




New Customer Orders

it --—eee Detalls regarding the offering can be
' found on the High Speed Internet

page

Customers should select "Shop

ACN Standalone ngh Speed Internet With a variety of speeds to choose from, ACN has the

(provided by Bell & Videotron) High Speed Intemet solution to fit your needs! N OW” to p rO Ce ed to th e O rd e ri n g

« Starting at $41.99 per month DSL High Speed Internet Cable High Speed Internet
deotron

» Lightning-fast speeds up to 30 Mbps Speed Ontano Guebec Speed Guebec
- - s 34599/mont  $4£39/month 5 $41.99)month
B TR 10Mops $5133monn  $43.33monm hyvid 547 99/mont
20 AMnns s Anth
&d Muuo v~ wiie
30 Mbps 350.99/month

o Activation fee of $30 and $2.90 Shipping & Handling fee 13 Mbps:35699manth  $34.93mon

Frice Includes moosm =nial
‘Up %0 502205 Dased on optimal conditans




New Customer Orders

Bundled Services Featyres s

el P © After clicking “Shop Now”,
customers will be directed to
the ACN ordering portal

Choose the speed to meet your needs with options up to
30Mbps,

% Yes!Iwould

like to order Digital

Includes unlimited calling to more than 80 landline and mobile | Phone Service with
destinations around the world! my High Speed
Internet order

Digital Phone Service

) e Customers will reach this screen
Service H;slguigtuliﬁ";rzrﬁpjr,dﬂ!'ﬁlj :.-::I-rrlz_'lf'r":”'a" &0 landline and mobile orers Whether they Or der DPS Or
Standalone Internet

Standalone High Speed Internet Pricing

e Customers can choose between

L)“ | * Digital Phone Service, High
A Speed Internet or bundling the
two together

Speed Internet




New Customer Orders

A partial serviceabllity check i1s done when the customer enters his
address and home phone number.




New Customer Orders

High Speed DSL

Order DSL using Bell's High Speed FIBEE network. Monthly

* High Speed Internet packages
;E:I,FE: :;:;liﬂ::,;:n“lﬁi enabled modem and technician assisted and prICI ng WI II be d ISpIayed
High Speed Internet 7Mbps $44.99 / month based On |Oca’t|0n

High Speed Internet 10Mbps $49.99 / month

High Speed Internet 15Mbps $54.99 / month

High Speed Cable

* Requested speed subject to

et TS S — avallablility. If the desired speed Is
e 2199/ month unavailable, ACN will provision
gh Spesd Internet 10Mbps  $47.99 / month the next highest internet speed

igh Speed Internet 20Mbps $56.99 / month
igh Speed Internet 30Mbps $60.99 / month

y.Yen




New Customer Orders

Once the customer chooses a speed, the Monthly Charge will be shown.

High Speed Cable

Benefit from the stability and reliability of Videotron's cable
network. Monthly charges include modem rental fees and service

installation.®

Monthly Charge

$60.99

(O High Speed Internet SMbps $41.99 / month

() High Speed Internet 10Mbps $47.99 / month

Activation fee: $ 30.00

O Hi 56.99 / month
./ High Speed Internet 20Mbps $ / Shipping & Handling: $9.99

® High Speed Internet 30Mbps $60.99 / month




New Customer Orders

Step One: Enter your Current Provider Information * Once your customer's package
Current Local Service Provider® | Locsl Carrier ¥ Current Internet Service Provider® | |SP haS been SeleCted they Wl” be

Step Two: Select your Installation Date prompted to |nd|Cate the|r Current
Avallable Technician Appointment Date® g Installation Window* | » phOﬂe and Iﬂternet prOVIdeI'

 Customers will then be prompted
to enter their preferred installation
date and time

 The last step is to provide any
special instructions the technician
may need when performing the site

Step Three: Special Instructions for the Technician

Special Instructions for the technician Commonly Used Special Instructions VISIt




New Customer Orders

Account Creation

" Required fields
First Mame’

Last Name"

Date OF Birth (MMDDMN Y YY)

SoMNSIN

Important! Enter your first and last name as i
appears on the payment method you wall use to make
your purchase. DO MOT include a middle name or
initial, even if it is included on your payment method.

Manth ¥ . Ve Company-isswsd credit cards must contain a first and
las5t name imprinted on the cand.

Mobile Phone Mumbsr Al least I‘.-'P':I:ull— or --I1 rnate _..-r1-'-:1 |:-I"'-r— rL.mI:-—r

Alernate Contact Phone Number

resquired.
the same as 1I'— rL.mI:-—r Yyou ane 1r--r=.f—rr|r:|

Your mobile and/or alternate contact phone numbser will be wsed as your
primary contact methoed, to confirm details regarding youwr order and to

communicate acoount-related information.

Email Address”
Cionfirm Email Address”

Account Passwond”

Your order confirmation will b= sent to this email

For added secunty and profection of yowr pnvacy, ACN requires 3 four
'I|_',||r numencal password fo |.--n|"|. oL FouTiers |.11--r- =.-II|r_',| ~LLs FouTier
care. Youwr password showld be 3 number fhat Is easy for you fo

remember

Online Acocount Management:
lis wsername and password 5 Tor m

User Name'

Password’

Confirm Password®

Select a securty guestion and ansy
Securty Question”

Securty Answer’

Time Zone’

Language Preference’

anaging your Snline account.

"assword must b= betwesn 8-12 characters and
contain at lkeast one letter and one number

wer 5o we can identify you if you forget your password

Select Security Question ¥

Select One

English ¥

The customer will then have to fill In
the detalls regarding their account

Important things to keep In mind:

e Account name must match name on
the payment method

e Customer should use their own contact
Information for Mobile Phone Number
and Alternate Contact Phone Number

 Emalil Address will be main point of
contact between customer and ACN

-GN



New Customer Orders

Customers will now be asked to review ACN'’s Terms and Conditions and indicate that
they accept by checking off the box shown below

Terms and Conditions

rl

Terms and Conditions (High Speed Internet

ank you for selecting ACN High Speed Internet Service, internet connectivity via DSL or dialup a
services | offersd by All Communica 1P'-r=. hMetwork of Canada Co., wath offices located at the f"-ll"-'m
Station B, Montreal, Quebsc, HIB K3 "ACN ")

ese Customer Terms & Conditions {the "Agreement’} are betwesn you {you™ or "customer’} and ACN for the use of the

senvice. You must enter into this Agreement by selecting the checkbox under terms and conditions and clicking the "Continue”
button during the anline rejgistration process in order to use the Service. If you do not affirmatively agree to be I:r"-l.r" by the

T s vf mmlmmt et k=l = Al TR =" - ey e T, ATy a4 Cu —-|—-|-||-r||--| s

|:|I have reviewsed and accept the Terms and Condmions for ACN's High Spesd Internet as indicated above.




New Customer Orders

* Prior to entering their payment information customers will be asked to confirm their
shipping address. Customers have two options:

 Use the service address which will be pre-populated in the address field

 Enter a new shipping address by clicking “Add New Address”. Please note that ACN does
not ship devices to P.O. Boxes

Shipping

Device ship To
ACHN Phone Adapter - Unlimited ¥YWorld Plan 555 TEST AVE, MAINFLOOR, MONTREAL, QC, H3B252 ¥  Add New Address \




New Customer Orders

 Customers will now be asked to select their preferred payment method. Please
note that the name on the account for the payment method must match that of the
account holder

 Important Reminder: Customers opting to pay via Bank Account or Paypal will have
a 5 day hold applied to their orders

Payment Information

Flease choose your prefemed method of payment:

Fayment Typs : ‘ v ‘

= ] =




New Customer Orders

Order Confirmation

Your Order Summary || Print a copy of your order

Please review your order details for accuracy and select Proceed to Payment to securely enter your credit card

Once customers have submitted their
:;:?]:fu used a credit card for your method of payment, your order will process immediately. Orders will be pa-ym e nt I nfo rm a-tl O n th ey WI I I be g Ive n a-

held for 4 business days if you are using your bank account as your method of payment and up to 5 days for PayPal

summary of their order

Existing TELUS High Speed Internet service customers who plan to keep their existing local phone service with
TELUS should call ACN at 1-877-418-3738 with their order conformation number to coordinate the transfer of their
High Speed Internet service. The aorder confirmation number is displayed at the end of the order and is sent in an
order confirmation email.

« The summary will contain all pertinent
S information regarding their service request
including:

Bill To: Order Details:

TEST TEST Order Mumber: 1532024

oD TET ALWE Order Date: 12/1/14 £:24 PM
MONTREAL, QC, HZBZYE Order Status: In Progress

MONTHLY RECURRING CHARGES ¢ Monthly and Upfront Fees

The following charges will appear on your monthly invoice. Please note
taxes are not included.

Description Monthhy

e Service Address

High Speed Internet 15Mbps 5SSO TEST AMVE

EQUIPMENT CHARGES . .
Description Unit Price Qty Shipping Address Service Address ¢ S h I p pl n g Ad d reSS

HSI Modem s0.00 1 335 TETAME ooo TEST AMVE £0.00

Activation Fee £30.00 530.00

Shipping and Handling $9.99 1 S555TESTAMVE 59,99 ® Important CUStomerS mUSt CIle “PFOCeed

Vour Order Summary to Payment” in order to submit their order

Sub Total £30.00
Taxes £6.01

otsl 446, T |
. ae i




New Customer Orders

re———  Customers will now be given an Order
Your order was processed successfully! Placa Anottsar Oroar | CO nfi rmation

Thank you for choosing ACN Digital Phone Service!

Tiurﬁ::?irl_::in:FT:L:::I:I.::I:-I::: i:l“ll:l:_-s'_'a'_-lljliq:’-.-:Ll order and your login information 1o acce<s your online :| ’ It iS important to keep a Copy Of thiS page
along with the order confirmation number

Cost Shipping Address

1““  This is the final step in the ordering
Mame: TEST TEST — process!

Account Informatio IJ or Name: TESTINGE
:||:||I T STE INC.COM
L iivia l I LI'IL'_'I. E'.1EE-E F4E

e Customers will now receive emails

R e |l:|l| ||:||I

55 TET A MAD L detailing the progress of their orders

Billing Address: MONTREAL, QC, HIEZYE

« Should customers have any questions
cquipment Charges: Shpping: $5.39 regarding their orders they can reach ACN
o 4460 via our Toll-Free number, chat or email
service

y.Yen

S




Standalone High Speed Internet

Installation




Important Things to Remember!

Confirmation and communication of High Speed Internet
avallability may take up to 2 business days to communicate
to the customer

In some areas, ACN High Speed Internet may not be
avallable even If Bell or Videotron Internet service is
currently available in that area. Possible reasons service
may not be available include: Only Fibre to the Home
avallable or no network facilities available




Important Things to Remember!

ACN will notify you of your installation date as soon as
possible. Note, It may take up to 7 business days to recelve
confirmation of your due date




Standalone High Speed Internet

Bell DSL Installation




What can the customer expect from the Bell
technician?

Prepare the customer for the following:

A service technician from Bell will be installing the service on
ACN'’s behalf

*Technician installation includes:
* Unpacking and connecting the ACN modem to the jack
* Ensuring that modem jack Is providing internet connectivity

* Connecting one PC, wired or wireless, to the modem where
possible

A




DSL High Speed Internet Customers

Scenario 1: Customer has existing Internet service

1.Customer selects installation date during ordering process
2.ACN confirms customer’s installation date and time

3.ACN dispatches a Bell technician to install the customer’'s ACN Internet
service

4.0nce ACN High Speed Internet Is active, the customer should contact their
current provider to disconnect the existing Internet service




DSL High Speed Internet Customers

Scenario 2: Customer has no existing Internet service

1.Customer selects installation date during the ordering process
2.ACN confirms customer's installation date and time

3.ACN dispatches a Bell technician to install the customer’'s ACN Internet
service




Standalone High Speed Internet

Videotron Cable Installation




What can the customer expect from the Videotron
technician? (If Technician is Required)

Prepare the customer for the following:

* |f required (see scenarios 2 & 3 that follow), a professional

technician from Videotron will be installing the service on
ACN'’s behalf

* The technician is not responsible for installation of the
modem




Cable High Speed Internet Customers (Transfer)

Scenario 1: customer has Internet with Videotron Customer selects
activation date during ordering process

1. ACN confirms the activation date to the customer, and that no technician
ViSit IS required

2. On the activation date, the customer unplugs their current modem and

connects the new ACN modem using the installation guide included with
the modem

3. Once ACN High Speed Internet Is active, the customer should return their
existing equipment to Videotron




Cable High Speed Internet Customers - Transfer

Scenario 2: Customer has Internet + Phone Service with
Videotron (Transfer Requiring a Technician)

1. Customer selects installation date during ordering process
2. ACN confirms the installation date to the customer
3. ACN dispatches a Videotron technician to install the new service

4. Once the installation iIs complete the customer connects their new ACN
modem using the installation guide included with the modem




Cable High Speed Internet Customers (New Service)

Scenario 3: Customer has no Internet service or has service
with a DSL provider

1. Customer selects installation date during ordering process
2. ACN confirms the installation date to the customer
3. ACN dispatches a Videotron technician to install the new service

4. Once the Installation Is complete the customer connects their ACN
modem using the installation guide included with the modem




Standalone High Speed Internet

Support




Support
Installation Support

* This team Is designed to provide your residential customer with
assistance prior to service activation

» Customer should contact installation support to reschedule

appointments, request additional field work, provide feedback or
report iIssue with their service installation. This team can be
reached at 800-886-2556 from:

 8:30 a.m.to 10 p.m. ET, Monday through Friday and;

« Saturdays from 9 a.mto 5:30 p.m ET



Support

Technical Support

e Once the customer’ s service has been installed and is working
as expected, support related calls are directed to our technical
support agents. These agents are available by phone or by text
message at 866-913-3445 from:

» Call — Monday through Friday, 8 a.m. to Midnight and Saturday
& Sunday, 9 a.m.to 9 p.m. ET

» Text/Chat — Monday through Friday, 9 a.m.to 9 p.m. ET

. L . N |
 Emall — Response within 2 business days A




Standalone High Speed Internet

Customer Rewards




Customer Rewards
Redemption Process

e A %40 reward card is available for those customers that select Standalone DSL or
Cable Internet

Locate the detalls within the Customer Rewards section of myacncanada.ca

* Only Internet customers who bundle with Digital Phone Service will be eligible for
Strive for 5




Customer Rewards
Redemption Process

C u Sto m e r m u St CO m p I ete an O n | | n e red e m ptl O n Redeem Canada Customer Rewards - Standalone ACN High Speed Internet
form within 30 days of placing the order g rercr s v

Redemption form is available at
myacncanada.ca & through IBO’s storefronts

The customer’s service must be active and In
good standing for 120 days

It may take up to 6 weeks to receive the
Reward Card after the 120 day time period has
passed




Standalone High Speed Internet

Existing Customers




Servicing Existing ACN Customers

Existing ACN Phone Service Customers who want to add High
Speed Internet should sign up through the customer portal to
benefit from bundled pricing.

If Customer needs assistance placing their order they can contact
ACN Customer Care.

If ACN Digital Phone Service or Local and Long Distance
customers add on High Speed Internet, they will be eligible for

Strive for 5.




