THE GUARDIAN, Friday February 27,2026

1
“Welcome to Heckerbella Linuted. We are a licensed Internet Service Providee (1SP)
regulated by the Nigerian Communications Commssion (NCC). This Consumer

outlines your rights, responsibilines, and the standards you can expect from our
services,

This Code 1s prepared in line with Sccrion 106 of the Nigerian Communications
Act (2003) and the NCC Consumer Code of Practice chuf:\cions (2024). It retlects
our prorise to provide reliable, transparent, and high-quality lnternet services
whie protectiog your intesests and pdvacy.

2. Information We Peovide 1o You

We believe in open communicadon and ransparency. When ¥ou sign up for aay of
our In_tcmct services, you will recedve clear and complete intormation aboat what
we otfer, how much it costs, and what yoa can expect.

1. Service Contracts ~ You will receive a copy of your service contract
written in plun, clear langudge.

b. Description of Services — We provide hgh-speed broadband Inernet
using fibre and wircless technologies, designed to meet the needs of
homes and businesses.

[cd

Pricing Information — All service charges, fees, and terms will be shated
beforcactvation. You will ncver be charged hidden tees.

d.  Contract Terms and Termination - Your contract will ¢xplain the start
date, renewnl process, and termination tetmns. You may cancel your
service atany time in line with the agreed terms.

¢. Product Wartandes and Maintenance — Any router or modem we

mnten

f. Fault Repairs and Service Interruptions — If we ever need to carry out
matntenance or if an unexpected ourage occurs, we'll noc fy you and work
quickly to restore service.

g Subscription Process — You can casily subscube, tenew, or cancel your

plan through our website, customer portal, or by contacting our support
team.

vice Represeiitiiion
Is 1o ensure that all our adverasements and service descriptions are
trothful, accurate, and easy to understand.

2. Availability of services— We indicate clearly where our Interner services
ate available and any technical limitations thac may apply.

b. Advcm‘m‘n% of packaged Services — When we otler bundled services,
every part ot the package is provided exacty as advertised.

c. Internet Connection Speed — We disclose rypical upload and download
speeds so you know what to expect from your coanecuon.

d. Disclaimers — Any disclaimers we include are simple, hoaest, and never

misleading,

e. Telemarketing — We respect your privacy, You can opt out of promotional
emails, calls, or messages atany tme.

T
ing simple and tra
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Gl BIT PRACTICES
We aim (6 1mke nsparent so you always e

paying for.

a. Billing Information — Your bill shows your name, account number,
billing period, and a clear breakdown of charges.

b. BillinE Frequcnty — QOur standard billing frequency is every 60 days in
compliance with NCC requirements. However, customers may choose an
alternacive billing cycle, such as monthly, quarterly, bi-anoual, or annual
plans— based on their preference. All applicable charges, including
subsctiption and usage-based fecs, will be included in the bill for the
selcctcc(; billing cycle In line with the NCC Consumer Code of Pracrice
Regulations.

c. Itemization of Charges — You can request a detailed bill at any time to
sec how your charges were calculated.

d. Timing for Issuance of Bills — Bills arc issucd in 10 days unless

otherwise stated. We will nouty you before making any changes to this

schedule.

e. Reccipts and Payment Advice — You'll receive an acknowledgment or
receipt once we receive your payment and you can verify through

Heckerbella's self- service portalf, Non-Payment of Bills— If you miss a

payment, we'll notfy you before any service resticgon or suspension
occurs. Only the undisputed portion of a bill must be paid while a dispute
is being resolved.

g. Prepaid Services — If you are on a prepaid plan, you can check your

Code of Practce (“the Code™) expliins our commiunent 1o you, our customer, and *

| 6. Comrplaints and Dispute Resalutinn

;upp!é' ;omcs with a sundard warranty penod, provided it's used as |
C

OdT paVICY and dat protection are very importnt to us, We comply with the
Nigerian Daa Protectnon Act (2023) and NCC regulations on data protection.

a. Data Collection — We collect only the intormadon necessary to deliver
your services and meetlegal obligauons.

b. Dara Storage — Your personal informaton is stored securely and
protected agminst unauthodzed access.

c. Data Sharing — We do not share your informaton with anyone unless
required by law or you have given your conscat.

d. Your Rights - You have the rght to accesy, correct, or delete your data in
accordance withapplicable dati protecton laws

We value your feedback and are committed to resolvingany issucs quickly and faidy.
[f you have a complamt, you can contact us through our website, by phone, or by
email.

a. Complaint Process - We'll acknowledge your complaine within 48 hours
of receiving it

b. Accessibility and Special Needs — We will provide accessible complauint
channels for persoas with disabilities or special needs as requested by you.

lnint handling is frec of charge except where secord

¢. Charges — Comp
7{:1 months is requested, subject to consumer consent.

retricval beyond 2

d. Resolution Time — Most cowplaints are resolved within 10 working
days. If we need more dme, we'll keep you informed.

¢. Suspension of the Disputed Charge While the invcstif;ﬂdon is
ongoing — The disputed portion of the bill will not be enforced, meanin,
no service restriction oc disconnection will occur due to the dispute
amount, The customer must conaouc paying all undisputed chagges.

f. Resolution Outcome - Oace the investpaton is completed:

® If we determme the charge was incorrect, the amount will be
adjusted or credited on the customer's next bill.

If the charge is found to be valid, the customer must pay the
outstanding amount hy the next billing cycle,

e We will provide a written explanation of the outcome.

g. Escalation — If you're not satisfied with the resolution, vou can escalate
the marter 1o rthe Nigerian Communications Commission (NCC)
Consumer Affairs Bureau for further review.

h. Data collection and analysis of complaints & outcome — Wec
mameun all complaunts in a secure and organized systen for casy tracking
and 1dentificanon. These records are kepr for ac’least 24 months after
resolugon.

i. Changes to complaint handling processes — We regularly review and
update our complaint handling process inline with NCC guidelines.

j- Record Retention — Your complaint records will be stored for at least 24
months after resolution.

saCustamer
Asour customer, we expect your cooperanon to help us serve you better:

wir Responsibilities

a. Acceptance of Service Terms — You are bound by our service terms
upon activation of the service or signing of the service agreement.

b. Misuse of Service - Please usc our services responsibly and in
compliance with the Jaw.

¢. Access for Maintenance - Allow our wchnicians safe access w your
premises when nstallation or maintenance is needed.

8. CODILCOMPLIANCE ANU \

We contnually strive to improve our services and consumer protection measures.
Our Consumer Code of Practice is reviewed regularly o align with updares from
the Nigerian Communications Commission and cvolving internadonal best
pracnces.

lfmm@g;ggmcd assistance, please reach out to us:

Heckerbella Limited

Ibukun House, 14 Adetolaunbo Ademola Street, Victoria Island, Lagos, Nigeria.
Ematl: 0 lla.c

Phone: +234 706 735 8926
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