
Eeyou Mobility Inc. Terms of Service  Updated to: August 26, 2021 

1. About these Terms of Service: ParEes, Roles and ResponsibiliEes 

1.1 How do these Terms of Service apply to you? 

• These terms and condi/ons, including the EMI Appropriate Use Policy and the EMI Privacy 
Policy (the “Terms of Service”), govern your use of: 

o The services that you subscribe to or purchase under a service agreement or receive 
from or through EMI, including mobile wireless service (the “Service” or “Services”); 
and 

o Any device or equipment (the “Device” or “Devices”) that you purchase or otherwise 
acquire from EMI or EMI’s agent, or that you have acquired elsewhere in order to use 
or access the Services.  

1.2  In these Terms of Service: 

• “EMI”, “us”, “we” and “our” means Eeyou Mobility Inc. and any related par/es; 

• “Customer”, “you”, “your” and “yours” means the party who is subscribing to the Services or 
acquiring the Devices; 

• “Community Service Provider” or “CSP” means an authorized Community Service Provider 
providing local support and service for Customers as an agent of EMI for the specific 
purposes set out in the Customer Agreement; 

• “Pay-as-you-go” Service or “Prepaid” Service means a Service that you purchase before you 
use it, which may be for a certain amount of usage or a set period of /me, such as one week 
or one month; 

• “Postpaid” Service means a Service for which you are billed, in whole or in part, aPer you 
use it; 

• “Service Plan” means the plan for the Service or group of Services that you have subscribed 
to or purchased; 

• “EMI Website” and “EMI Websites” refer to one or more websites maintained for EMI and 
any related party. You can access EMI Websites through www.eeyoumobility.com  

1.3 How do these Terms of Service work? 

• Your Customer Agreement, with any amendments, is the en/re agreement between you 
and EMI for the Services.  
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• Your Customer Agreement consists of the following documents: 

o Your Customer Service Plan Overview, which lists some of the key terms that apply to 
the Service Plan that you select; and  

o These Terms of Service, which include EMI’s Privacy Policy and EMI’s Appropriate Use 
Policy. 

• If there is any inconsistency between the materials listed above and these Terms of Service, 
these Terms of Service will prevail. 

• By using the Service, you confirm that you accept the Customer Agreement. 

• You may have more than one Customer Agreement with us, for instance if you subscribe to 
more than one Service within a single account, or keep more than one account. 

• We may assign or transfer a Customer Agreement or any of our rights or responsibili/es 
without your permission. 

1.4 How will we handle changes to these Terms of Service? 

• We may change these Terms of Service, as well as the scope and nature of the Services we 
provide, the prices at which we offer the Services, and related policies, at any /me. 

• We will not change the key contract terms and condi/ons listed in the Customer Service 
Plan Overview for Postpaid Services without your informed and express consent. However, 
we do not require your consent to reduce the rate we charge or increase your usage 
allowance for a Service. 

• We will inform you of any changes that we make to the Customer Agreement by: 

o Pos/ng any changes to Services, prices, these Terms of Service or related documents 
and any other relevant policies to the EMI websites; and 

o Contac/ng you by at least one of the following means: email or text message. 
Customers with disabili/es may select an alterna/ve method (see Sec/on 9.5 
below).   

• If you con/nue to use your Pay-as-you-go or Prepaid Service(s) aPer we have posted any 
changes to the Customer Agreement to the EMI website, we will consider that you have 
agreed to the changes. 

• If you con/nue to use your Postpaid Service(s) 30 calendar days aPer we have informed you 
of changes other than changes to the key contract terms listed in your Customer Service 
Plan Overview, we will consider that you have agreed to the changes. 
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• A Community Service Provider is not authorized to do or say anything on behalf of EMI that 
is contrary to this Customer Agreement or EMI’s policies and procedures. CSPs are not 
authorized to change the Terms of Service, Service prices, or payment policies in any way 
without prior wri^en approval from EMI. 

1.5 What are your obligaEons under the Customer Agreement? 

• As the Customer, you are responsible for complying with the Customer Agreement. Among 
other things, you are responsible for: 

o Paying all charges on your account, including all fees that apply for the use of the 
Service together with all applicable taxes; 

o Ensuring that any other person who uses the Services under your account or with 
your authoriza/on complies with the Customer Agreement;  

o Ensuring that others do not gain unauthorized access to your account and your 
Services. This includes protec/ng the security of any user names or passwords that 
relate to your account. Your CSP cannot access your voice mail or email or know your 
password unless you expressly permit them to do so; 

o Complying with the terms of purchase and warranty for any Device that you acquire 
from us; 

o Ensuring that any informa/on you have provided to us is up-to-date and accurate; 
and  

o Obtaining our prior permission if you want to assign or transfer a Customer 
Agreement to another person. 

• By using the Service and accep/ng this Customer Agreement, you agree: 

o That your Services will be suspended, and may be cancelled, if you do not pay on 
/me; 

o That you will be responsible for your use of the Services, including your ac/ons on 
the internet; 

o That you will be responsible for the use of the Services, including ac/ons on the 
internet, of any other person who uses the Services under your account or with your 
authoriza/on; 

o That you will no/fy us of any change in the informa/on you have provided to us; and 
o That you will contact your CSP or contact EMI directly by email at:  

customercare@eeyoumobility.com, or by calling 1-844-922-4492 for technical 
support. 

• It is your sole responsibility to monitor your usage of the Services and to ensure that no 
unauthorized person uses your Service. This includes keeping your EMI Mobile Service user 
names and passwords confiden/al.  
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• You are responsible for all charges that are incurred on your Service account. This includes 
charges that result from others connec/ng to the Service(s) on your account whether they 
use Devices acquired from EMI, other equipment, or any other means.  

2. Subscribing to, Changing and Canceling EMI Services 

2.1 How do you subscribe to Services? 

• You may subscribe to the Services: 

o By signing up to the Service with the assistance of a CSP authorized by EMI and 
iden/fied on an EMI Website; or 

o By ordering the Service directly from EMI or through an EMI Website. 

2.2 How can you change your Services? 

• You may change your Services at any /me by contac/ng EMI directly by email at:  
customercare@eeyoumobility.com or by calling: 1-844-922-4492 (see also Sec/on 9 “How 
to Reach Us”) or online at www.eeyoumobility.com. 

• You may be charged an administra/ve or change fee. You will find all current administra/ve 
and change fees listed on the EMI Website.  

• You understand and agree that you may only change your Services to other Services that 
EMI makes available in your community. 

2.3 How do you cancel your Services? 

• You may cancel your Service at any /me by contac/ng EMI directly by email at:  
customercare@eeyoumobility.com or by calling: 1-844-922-4492 (see also Sec/on 9 “How 
to Reach Us”) or with the assistance of a CSP. CSP contact informa/on can be found online 
at www.eeyoumobility.com. 

• Cancella/on of your Pay-as-you-go or Prepaid Service is effec/ve on the last date of the 
period for which you have paid.  

• Cancella/on of your Postpaid Service is effec/ve on the later of the date you specify to EMI 
or the date on which EMI receives no/ce of cancella/on. 

 4

mailto:%20customercare@eeyoumobility.com
mailto:%20customercare@eeyoumobility.com
http://www.eeyoumobility.com
mailto:%20customercare@eeyoumobility.com
mailto:%20customercare@eeyoumobility.com


Eeyou Mobility Inc. Terms of Service  Updated to: August 26, 2021 

• You agree that you are responsible for all charges un/l the date on which cancella/on is 
effec/ve. 

2.4. What happens when you don’t pay in advance for Pay-as-you go or Prepaid Services? 

• If you do not pay the applicable fee associated with a specific Pay-as-you-go or Prepaid 
Service (monthly or otherwise) by the date your payment is due, your Service will be 
“suspended”. This means you cannot use Services un/l you have made your payment.  

• You may re-start any suspended Service by making a payment within 90 days. Iden/fiers 
associated with suspended Services, such as your telephone number or Eeyou Mobility 
email address, will be retained with your account for no less than 90 days before being 
removed from EMI’s system.  

• Once your Service has been suspended for more than 90 days, your previous iden/fiers 
may no longer be available.  

2.5 Can EMI cancel your Services? 

• EMI may cancel any or all of your Services or accounts and any corresponding Customer 
Agreement, unless otherwise permi^ed by law, as long as we give you prior no/ce on at 
least two occasions, one of which in the case of Postpaid Services is at least 60 days prior to 
disconnec/on, and a second no/ce at least 24 hours prior to disconnec/on. Applicable 
charges con/nue un/l the cancella/on date.  

• We may restrict, suspend, block, disconnect or cancel any or all of your Services, accounts or 
iden/fiers in any way, without no/ce or liability to you, if: 

o You are in breach of a Customer Agreement, including for non-payment; 
o You exceed your credit limit; 
o You fail to provide or maintain a reasonable security deposit or other credit 

requirement when we ask you to; 
o You agree to a deferred payment arrangement with us and fail to comply with its 

terms; 
o You exceed our reasonable usage limits; 
o You have given us false, misleading or outdated informa/on; 
o We reasonably suspect or determine that any of your accounts, iden/fiers, Services 

or Devices is the subject of a fraudulent, unlawful or improper usage or usage that 
adversely affects our opera/ons or the use of our Services, facili/es or networks of 
others, including third par/es with whom we have roaming agreements; 

o You harass, threaten or abuse us or our employees, CSPs or other agents; 
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o You fraudulently or improperly seek to avoid payment to us; 
o We need to install, maintain, inspect, test, repair, remove, replace, inves/gate, 

protect, modify, upgrade or improve the opera/on of the Services, Devices, our 
facili/es or networks; 

o Any account or service on which your Services depend is cancelled for any reason; 
o We reasonably believe that there is an emergency or extreme circumstance that 

would warrant such ac/on by us. 

• If we restrict, suspend, block, disconnect or cancel your Services or accounts: 

o You must pay any amounts owing to us; 
o We may also restrict, suspend, block, disconnect or cancel, without no/ce or liability, 

your Services under any other Customer Agreement or account that you may have 
with us, including accounts that may be in good standing; 

o You may be charged for any costs incurred by us or by any related en/ty in 
connec/on with your breach of these Terms, including costs incurred to enforce your 
compliance; 

o Your access to emergency or accessibility services (e.g., 9-1-1, where available) may 
also be restricted, suspended, blocked, disconnected or cancelled; and 

o Once your Service has been cancelled EMI may charge a fee to reini/ate Service, and 
your previous iden/fiers may no longer be available.  

• Certain provisions of these Terms of Service may s/ll apply as they may s/ll be relevant even 
aPer cancella/on of your Services or accounts, including the requirement to pay any 
amounts owing to us. 

3. Billing and Payment 

3.1 How does EMI charge you as a Customer for a Pay-as-you go or Prepaid Service? 

• As a Customer for a Pay-as-you go or Prepaid Service, you will pay in advance for the Service 
Plan you selected. For example, if you have signed up for a Service that you purchase on a 
monthly basis and your Service Plan starts on November 14, you must prepay one month of 
service on November 14. In this example, the next payment is due on December 14.  

• You may prepay more than one month in advance. Monthly Service Plan payments for the 
then current month are non-refundable.  

• As a Customer for a Pay-as-you go or Prepaid EMI Mobile Service, you may purchase 
services, for example addi/onal long-distance minutes, data roaming or interna/onal calls, 
in addi/on to what is included in your EMI Mobile Service Plan.  
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• To purchase addi/onal services, you must deposit funds into your Pay-As-You-Go Balance or 
other account with EMI in advance of use. You can es/mate the necessary amount by 
reviewing price lists for addi/onal usage at www.eeyoumobility.com. 

• To deposit funds into your account or Pay-As-You-Go Balance, you can deposit cash through 
your CSP, make payment using a credit card, or use any credit you may have on account with 
us. 

• For more informa/on on the Pay-As-You-Go Balance see: www.eeyoumobility.com.  

• In no case will a Customer for a Pay-as-you go or Prepaid Service be permi^ed to exceed the 
usage amounts included in the Service Plan unless there is a posi/ve balance in the 
Customer’s account or Pay-As-You-Go Balance.  

• By maintaining a posi/ve balance in your account or Pay-As-You-Go Balance, you agree that 
we can draw down that balance to pay for usage charges in addi/on to those included in 
your Service Plan. 

• The balance in your account or Pay-As-You-Go Balance does not expire at the end of the 
then current Service Plan deadline. 

• If you cancel your Services, the balance in your account or Pay-As-You-Go Balance will be 
refunded, less any amounts owing to us. If EMI cancels your Service Plan for any reason, and 
you do not have any amounts owing to EMI, EMI will refund the balance in your account or 
Pay-As-You-Go Balance, other than the Service Plan fee for the then current month. 

• You may check your usage balance for Services at any /me in any of the following ways: 

o Via the EMI website at: www.eeyoumobility.com. 
o Calling *111# from your mobile device. 

3.2  How will EMI charge you as a Customer for Postpaid Services? 

• For Postpaid Services made available by us, as a Customer, EMI will bill you monthly in 
advance for monthly recurring charges and aPer use for monthly addi/onal usage. Your 
account will be assigned a bill date. Your bill will also specify when payment is due (the 
“payment date”).  

• Your first bill will include any charges for Services provided between your ac/va/on date 
and the bill date, so the total monthly charges on your first bill may differ from those shown 
on your Postpaid Customer Service Plan Overview.  
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• Your bill will include charges for your Service Plan, any addi/onal Services and overage 
charges, and any charges for Devices you acquire from EMI.  

• As a Customer for a Postpaid Service, if you request a change to your Service op/ons to take 
effect on a date other than your usual monthly bill date, your Service charges and allo^ed 
usage are pro-rated for the period between your Ac/va/on Date and your usual monthly bill 
date. 

• Customers of Postpaid EMI Mobile Services will be able to access the following tools to 
manage their accounts: 

o No/fica/ons via the online portal; 
o Data caps; 
o Usage monitoring tools. 

• If we do not receive payment of an amount due on your account by the specified required 
payment date, it will be subject to a late payment charge of 2% per month. This late 
payment charge will accrue on a daily basis and will be calculated and compounded monthly 
on the outstanding amount 26.82% per year from the date of the first bill on which it 
appears un/l the date we receive that amount in full.  

• You agree that we can charge any unpaid and outstanding amount including any late 
payment charges, on any pre-authorized payment method on your account (such as a credit 
card). 

3.3 What forms of payment will EMI accept? 

• You may pay by credit card or by bank transfer to EMI. You may also pay in person to your 
local Community Service Provider with cash, or with a credit or debit card. 

• If your credit card is declined or we do not receive payment of an amount due on your 
account, your account will be suspended un/l we receive payment in full.  

• A CSP will accept cash as payment, and will issue you with a receipt if you pay in this way. A 
CSP may choose to offer you or other members of your community other ways to pay (forms 
of payment). CSPs are not authorized to change the pricing for any Service. 

3.4. Will EMI ever assign your account to a collecEon agency? 

• Yes, if your account has an unpaid final balance aPer it has been cancelled, then we may 
assign your account to a collec/on agency: 

o At any /me, if the contact informa/on for your account is no longer valid; 
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o No earlier than 25 days aPer the cancella/on date, if we cancelled your account for 
non-payment; or 

o No earlier than 35 days aPer the cancella/on date, if we cancelled your account for 
any other reason, and you have an unpaid final balance of $75 or more or if you have 
not returned Devices rented or provided to you by us. 

3.5. What if you do not understand or disagree with a charge on your bill? 

• You must no/fy us in one of the ways listed in Sec/on 9, below, within 90 days of the bill 
date of any ques/ons or discrepancies you may have concerning a charge on the bill. Failure 
to no/fy us within this /me period means that you have accepted those charges. We will 
reverse the charges for any unauthorized or incorrect charges on your bill within 30 days of 
receiving no/ce from you. 

• If you have reported a billing discrepancy to us, then we will wait at least 10 days before 
cancelling your service.  

3.6. How do discounts and promoEons work? 

• We will apply any discount, promo/on or benefit for which you are eligible to your account. 

3.7. How is local and long-distance voice airEme charged for EMI Mobile Service? 

• Local and long-distance per-minute charges are rounded up to the next full minute. A one-
minute minimum charge applies to every completed call that is made or received. The per-
minute charge for the en/re call is charged based on the applicable rate at the beginning of 
the call.  

• Charges apply to completed calls from the moment you press SEND un/l you press END and 
includes the ring /me. For interna/onal calls or while roaming, you may be charged 
regardless of whether the call is completed. 

3.8. How does EMI determine if you’re on a long-distance call? 

• EMI Mobile local calling areas are the areas in which you can make or receive calls without 
incurring long-distance charges. EMI Mobile calls are defined as local or long-distance based 
on local calling areas. Your loca/on at the /me of the call, your EMI Mobile phone number 
and the phone number called are all important factors in determining local calling areas and 
long-distance.  

• Your “Incoming Local Calling Area” is based on the geographical loca/on associated with 
your EMI Mobile number. You are not charged for incoming calls unless you are outside your 
Incoming Local Calling Area, in which case you will be charged at long-distance rates.  
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• Your “Outgoing Local Calling Area” is determined by your physical loca/on. If you dial a 
number that is local to your physical loca/on, then it is a local call. If you dial a number that 
is long-distance to your physical loca/on, then it is a long-distance call. If you are roaming, 
you will be charged the roaming rate even if you are calling a number that is local to your 
physical loca/on. 

• When using Call Forwarding, long-distance charges apply when the number to which you 
forward the call is outside the geographical loca/on associated with your EMI Mobile 
number, regardless of your physical loca/on. Visit the EMI Websites for current long-
distance rates. 

• You may access EMI’s current service coverage maps at www.eeyoumobility.com. 

3.9 Who is responsible for third-party charges you incur using the internet? 

• In the event that you choose to use our Services to carry out purchases, banking or other 
financial transac/ons, you agree that you are responsible for all charges levied by third 
par/es while you are using the Services. 

3.10  Will EMI require you to provide a security deposit? 

• We will specifically no/fy you in advance if we require you to provide a security deposit for a 
Service or Device. 

4. Ownership Rights 

4.1 What ownership rights and responsibiliEes do you have relaEng to the Services? 

• You do not own any phone number, sta/c or dynamic IP address or any other iden/fier that 
EMI assigns to you in connec/on with the Services.  

• You acknowledge that you selected the email name you use and solely assume any risk 
associated with its use.  

• You have no ownership rights to any EMI names or email addresses, nor to any intellectual 
property contained in our promo/onal material, domain names, design marks or 
trademarks. 

• The Services and any soPware or content that you receive or acquire through EMI or a CSP 
are for your own use. You agree that you will only use the Services and any such soPware or 
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content in accordance with your Customer Agreement and any applicable licence 
agreements. 

• You agree to take reasonable steps to protect the Services and any such soPware and 
content from theP, loss and damage. 

• You acknowledge that soPware or content may from /me to /me automa/cally, and 
without no/ce to you, cause your Device(s) to access the internet. This would result in the 
consump/on of data which might require us to draw down from your account or Pay-As-
You-Go Balance to offset a usage charge. 

4.2 Under what condiEons can EMI access the content you transmit when you use the 
Services? 

• EMI has the right, but not the obliga/on, to monitor or inves/gate any content that is 
transmi^ed using the Services (other than voice Services) or the Devices. We may also 
access or preserve content or informa/on to comply with legal process in Canada or foreign 
jurisdic/ons, operate the Services, ensure compliance with a Customer Agreement, or 
protect ourselves, our customers or the public. 

5. Devices 

5.1  What are your responsibiliEes with respect to Devices that you use? 

• You are responsible for acquiring all Devices that you will need to access the Services to 
which you subscribe. 

• Unless the Devices you use to access the Service have been approved by EMI, you agree that 
you are responsible in the event that the Device does not func/on correctly. 

• You agree that any Devices, equipment, soPware and accessories that you acquire from any 
source other than EMI will meet the minimum system requirements that EMI outlines from 
/me to /me on the EMI Websites.  

• You are fully responsible for the opera/on and maintenance of any Devices, equipment, 
soPware or accessories that you do not acquire from EMI. In par/cular, you are responsible 
for upda/ng or maintaining your Devices and soPware as necessary to ensure that they 
con/nue to meet EMI’s minimum system requirements, including as to where and how 
maintenance is performed.  

 11



Eeyou Mobility Inc. Terms of Service  Updated to: August 26, 2021 

• As our Customer, you may choose to acquire from us a Device with which to access the 
Services.  In this case: 

o So long as the Device EMI provides is in working order, neither EMI nor your CSP is 
responsible for any problems you may encounter with your computer, soPware or 
network beyond the Device and radio access network we provide. This limita/on 
includes any problems your EMI-provided Device may encounter that relate 
specifically to the WiFi capabili/es. 

o You agree that EMI may, from /me to /me, make upgrades to firmware or soPware 
associated with Devices you acquire from us, and can do so automa/cally and 
remotely without giving you prior no/ce. You also agree that EMI may recall and 
replace Devices from /me to /me. 

5.2  What if your Device does not work? 

• If a Device you acquire from EMI fails to func/on aPer ini/al ac/va/on, we encourage you to 
refer to the manufacturer’s warranty for further instruc/ons. 

• If a Device you acquire from EMI fails to func/on when you or your CSP a^empt to ac/vate 
it for the first /me, EMI may provide a replacement Device at no cost to you. 

• Please note that any addi/onal services that a CSP offers with respect to Devices, 
equipment, soPware and accessories are beyond the scope of the CSP’s du/es as an agent 
of EMI and the provisions of this Customer Agreement do not apply. 

5.3  What if your Device is lost or stolen? 

• When you no/fy EMI that your Device has been lost or stolen: 

o We will immediately suspend your Service at no charge to you; and 
o You con/nue to be responsible for all charges incurred before EMI receives your 

no/ce. 

• When you no/fy EMI that you have located or replaced the Device and you request that we 
restore your Service, we will restore Service for you, but you understand that your previous 
Service Plan and iden/fiers, such as telephone number or email address, may not be 
available to you.  

6. Privacy 
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• EMI is commi^ed to protec/ng your privacy and we take all reasonable steps to ensure that 
your personal informa/on is safe and secure in compliance with applicable privacy laws and 
regula/ons. For more informa/on, please see our full Privacy Policy, set out below, which is 
a part of these Terms of Service. 

• As a Customer of our Services, we may contact you to provide you with informa/on about 
news, sales and promo/ons related specifically to the Services, or to provide informa/on 
concerning your account. You can opt out of your personal informa/on being used for a 
variety of marke/ng communica/ons by us, including commercial electronic messages such 
as emails and SMS messages. 

7. Appropriate Use of EMI Mobile Data Services 

7.1  What are your general responsibiliEes when you use EMI Mobile Service to access the 
internet? 

• You are solely responsible for your own ac/ons on the internet, and those of anyone you 
permit to use your Service. Neither EMI nor your CSP shall have any liability for the nature 
or use of the data transferred from or to your Device. 

• You are responsible for any misuse of the Services by you or by any other person with access 
to the Services through your Device or your account. Therefore, you must take steps to 
ensure that others do not gain unauthorized access to the Services through any means, 
including, without limita/on, wireless networking and wired networking. You agree to treat 
as confiden/al all access codes, personal iden/fica/on numbers and/or passwords that we 
may provide to you for use with the Services. 

• By using the Service, you acknowledge that you or anyone who uses your computer, your 
Device or any equipment able to access your Service and account, whether or not they are 
authorized by you, may come into contact with informa/on, material or pictures that are 
inappropriate or offensive. EMI and your CSP do not limit access to any part of the internet 
and you are solely responsible for limi/ng access to the contents of the internet for all users 
of your computer, your Device or other equipment able to access your EMI Mobile Service. 

• You agree that you will not use the Service for illegal or inappropriate purposes. The 
complete EMI Appropriate Use Policy set out below defines illegal and inappropriate uses in 
greater detail. 

7.2 Are there any other limitaEons on your use of Service? 
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• You understand and agree that Services are provided across a shared network, which is 
intended to serve many customers. For the purpose of managing this shared network, you 
agree that EMI has all necessary approval to monitor your consump/on of these shared 
resources. 

• EMI reserves the right to implement specific limits on the maximum amount of resource 
consump/on available to you as set forth in the Customer Service Plan Overview and related 
promo/onal materials, including the authority to charge addi/onal or different usage fees or 
to limit consump/on as set forth in the Service pricing or Terms of Service from /me to 
/me. 

• EMI will make every reasonable a^empt to assure a quality of service equal to the 
adver/sed performance. In order to ensure the highest possible quality of service for all 
customers, EMI may limit the throughput of any Devices that strain or could strain available 
resources on the EMI network used to deliver Service. 

• EMI will use its best efforts to supply Service at all /mes. Should Service not be available, 
regardless of the reason, you agree that refunds or credits will be provided at the sole 
discre/on of EMI and then only in extended and unusual circumstances. 

8. LimitaEon of Liability 

8.1.  What limitaEons does EMI impose on the provision of Services and Service Packages? 

• The Services we provide may be affected by factors beyond our reasonable control. For this 
reason, you acknowledge and understand that the Services or access to the Services, 
including 9-1-1 (where available), public alerts or accessibility services, may not func/on 
correctly or at all in the following circumstances: 

o If your Device fails, is not configured correctly or does not meet EMI’s requirements; 
o If you install certain third-party applica/ons on your Device; 
o In the event of a network outage or extended power failure; 
o If you tamper with or, in some cases, move the Device; 
o Following suspension or cancella/on of your Services or account; 
o During certain periods or events when natural phenomena effect transmission 

facili/es. 

• In accordance with applicable law: 

o We do not guarantee or warrant the performance, availability, coverage, 
uninterrupted use, security, pricing or opera/on of the Services, the Devices (except 
towards residents of Québec in accordance with statutory warran/es), or any 
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products, content, applica/ons, soPware, services, facili/es, connec/ons or 
networks used or provided by us or third par/es (collec/vely, the “Service Package”); 

o EMI may limit the amount of a Service Package that you may purchase; 
o You bear the en/re risk as to the use, access, transmission, availability, reliability, 

/meliness, quality, security and performance of the Service Package; 
o We do not make any express or implied representa/ons, warran/es or condi/ons, 

including warran/es of /tle or non-infringement, or implied warran/es of 
merchantable quality or fitness for a par/cular purpose, with regard to a Service 
Package; and 

o A CSP is not authorized to do or say anything on behalf of EMI that is contrary to this 
Customer Agreement or EMI’s policies and procedures. EMI is not responsible for 
any loss or damages you may suffer that are due to the ac/on or failure to act of a 
CSP that is not explicitly authorized by EMI, including any negligence or misconduct 
by a CSP.  

8.2  How else does EMI limit liability? 

• Neither EMI nor our CSPs shall be responsible for any reason whatsoever for loss of 
informa/on, /me or money however caused related to your use of the Service or a Device. 
You assume all such risk upon entering into this Customer Agreement. 

• Unless otherwise specifically set out in this Customer Agreement, in accordance with 
applicable law, and except for damages resul/ng from EMI’s own ac/ons, we will not be 
liable to you or to any third party for: 

o Any damages (including loss of profit or revenue; financial loss; loss of business 
opportuni/es; loss, destruc/on, or altera/on of data, files, or soPware; breach of 
privacy or security; or property damage) resul/ng or rela/ng directly or indirectly 
from or rela/ng to the Service Package; 

o Any Service Package provided to you or accessible by you through the Services, any 
charges incurred in connec/on with such Service Package or anything that is or can 
be done with such Service Package; 

o The performance, availability, reliability, /meliness, quality, coverage, uninterrupted 
use, security, pricing or opera/on of Service Package; 

o Any error, inclusion or omission rela/ng to any telephone lis/ngs or directories; 
o The denial, restric/on, blocking, disrup/on or inaccessibility of any Services, 

including 9-1-1 service where available, public alerts or accessibility services, Devices 
or iden/fiers (including phone numbers); 

o Any lost, stolen, damaged or expired Device, iden/fiers, passwords, codes, benefits, 
discounts, rebates or credits; 

o Any unauthorized access or changes to your account or Devices, or the use of your 
account or Device by others to authen/cate, access or make changes to an account 
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you may have with a third party, such as a social media or financial account, 
including changing passwords or transferring or withdrawing funds; 

o Any error, omission or delay in connec/on with the transfer of phone numbers to or 
from another telecommunica/ons service provider, or any limita/on connected to 
that transfer or that telecommunica/ons service provider; 

o Any acts or omissions of a telecommunica/ons carrier whose facili/es are used to 
establish connec/ons to points that we do not serve; or 

o Any claims or damages resul/ng directly or indirectly from any claim that the use, 
intended use or combina/on of a Service Package or any material transmi^ed 
through the Services infringes the intellectual property, industrial, contractual, 
privacy or other rights of a third party. 

8.3  LimitaEons of liability that apply to 9-1-1 Emergency services, where available 

• We are not liable for: 

o Libel, slander, defama/on or the infringement of copyright arising from material or 
messages transmi^ed over our network from your Devices or premises or recorded 
by you or us; 

o Damages arising out of your act, default, neglect or omission in the use or opera/on 
of any Devices, whether acquired from us or not; 

o Damages arising out of any unlawful transmission of material or messages over our 
network on your behalf; or 

o Any act, omission or negligence of other companies or telecommunica/ons systems 
when their facili/es are used in establishing connec/ons to or from your Device. 

• Except in cases where our own negligence results in physical injury, death or damage to your 
property or premises, our liability for negligence related to the provision of 9-1-1 emergency 
services, where it is available, is limited to the greater of $20 and 3 /mes the amount, if any, 
you would otherwise be en/tled to receive as a refund for the provision of defec/ve Service 
under your Customer Agreement.  

• Our liability is not limited by this Sec/on in cases of deliberate fault or gross negligence on 
our part. 

8.4  CompensaEon to EMI 

• You will indemnify and hold harmless EMI from and against any claims, losses, damages, 
costs and expenses (including, without limita/on, reasonable legal fees and other li/ga/on 
expenses) incurred by EMI rela/ng to your viola/on, alleged viola/on or misappropria/on of 
any intellectual property, industrial, contractual, privacy or other rights of a third party or 
any alleged libel or slander by a third party against you. 
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9. General Provisions 

9.1  How can you contact EMI? 

• Call toll free 1-844-922-4492 or 611 from your EMI Mobile phone 

• Email: customercare@eeyoumobility.com 

• Write to EMI at: Eeyou Mobility Customer Care, 230 Herzberg Road, O^awa, Ontario, 
K2K-2A1  

9.2  How can you resolve a complaint or dispute with EMI? 

• If aPer contac/ng EMI by one of the methods listed in Sec/on 9.1, you con/nue to have 
concerns about your complaint or dispute with EMI, email complaints@eeyoumobility.com 
to receive assistance from a member of our management team.  

• If you have s/ll not been able to reach a sa/sfactory resolu/on, the Commissioner for 
Complaints for Telecommunica/ons Services Inc. (“CCTS”) may be able to help you, free of 
charge. The CCTS is an agency independent of the telecommunica/ons and broadcas/ng 
industries, whose mandate is to resolve complaints of individual and small business retail 
customers about their telecommunica/ons services, and complaints of individual customers 
about their TV service subscrip/ons. To contact CCTS, visit its website at www.ccts-
cprst.ca or call toll-free at 1-888-221-1687. 

• The Canadian Radio-television and Telecommunica/ons Commission (“CRTC”) has created a 
Wireless Code that establishes basic rights for all wireless consumers. You can explore the 
Wireless Code and related checklists at h^p://crtc.gc.ca/eng/phone/mobile/prepay.htm  

9.3  Applicable law 

• The Customer Agreement is governed exclusively by and construed in accordance with the 
laws of the territory or province in which your billing address is located, but if your billing 
address is outside of Canada, the Customer Agreement is governed exclusively by the laws 
of the province of Québec and you submit to the jurisdic/on of the courts of Québec.  

9.4 Saving clause 

• If any provision of these Terms or the associated policies, including the Privacy Policy and 
Appropriate Use Policy, is declared to be invalid or in conflict with the relevant laws or 
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regula/ons, that provision may be deleted or modified without affec/ng the validity of the 
other provisions. 

• Our failure to insist upon or enforce strict performance of any provision of this Customer 
Agreement shall not be construed as a waiver of any provision or right. 

9.5  Availability in other languages and formats 

• For informa/on on availability of assistance in other languages and formats, please contact 
us in one of the ways set out at sec/on 9.1. 
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10. 9-1-1 Emergency Service 

• Any wireless phone registered on the EMI wireless network can be used to dial 9-1-1 for 
assistance in the case of an emergency where 9-1-1 service is supported.  

• 9-1-1 calls are automa/cally routed to the most appropriate public safety agency. When 
calling 9-1-1 always provide your name, wireless phone number and the specific loca/on 
you are calling from. And remember, it’s important to speak clearly.  

• Unlike wireline-based 9-1-1, the emergency operator does not necessarily know your actual 
loca/on un/l you provide this informa/on. Stay on the line for as long as the 9-1-1 operator 
requires. Calls to 9-1-1 are free so take all the /me that you need. Leave your handset 
turned on aPer hanging up in case the 9-1-1 operator needs to call you back.  

• Please do not program 9-1-1 into your speed dial. This can lead to accidental calls that take 
up valuable emergency resources.  

• Calls to 9-1-1 from your wireless phone are subject to the same limita/ons as regular 
wireless calls. For example, if you are underground or too far from a wireless network 
antenna, the quality of your call may be affected, or you may not be able to connect to the 
network.  

HOW TO REPORT AN EMERGENCY 

1 

Immediately tell the operator that you’re calling from a wireless phone and provide your 10-
digit phone number.  

2 
Give details of the emergency.  

3 

Give as much informa/on about your current loca/on as you can, such as highway/street 
name, floor level and landmarks. Unlike landline-based E9-1-1, the emergency operator does 
not know your specific civic address, which could be more accurate than your geographic 
coordinates.  

4 
Remain on the line and follow all instruc/ons provided by the emergency operator.  
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5 

APer the emergency operator ends the call, leave your wireless phone turned on in case the 
emergency operator needs to call you back.  
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EMI Appropriate Use Policy 

1. IntroducEon 

• When you use our Services, Devices, facili/es or networks and any products, contents, 
applica/ons or services in conjunc/on with the Services or Devices, you must comply 
with all applicable laws as well as with our policies, rules and limits including this 
Appropriate Use Policy (“AUP”). This AUP supplements and is incorporated into the EMI 
Terms of Service (the “Terms”). Unless otherwise defined in this AUP, defined terms have 
the meanings given to EMI in the Terms. 

• If you do not agree to be bound by the Terms and this AUP, as amended from Eme to 
Eme, you should immediately stop using the Services and noEfy EMI that you are 
terminaEng the Services. 

• Please direct any ques/ons you may have about this AUP or complaints of viola/ons of 
this AUP by EMI Customers to complaints@eeyoumobility.com or by contac/ng EMI at 
the addresses listed in Sec/on 9 of the Terms. 

• We provide you with EMI Services and Devices for consumer use. Unless we agree 
otherwise, they are not provided for commercial purposes, such as resale of the Services 
or of any feature of the Services to any third party. You may not transfer your Service 
account without our prior express consent. 

2. What acEviEes are prohibited? 

• Without limita/on, you may not use or allow anyone else to use our Services for any 
purpose that is illegal in Canada, including to:  

a) Use, possess, post, upload, transmit, disseminate or otherwise make available 
content that is unlawful or violates the copyright or other intellectual property rights 
of others; 

b) Par/cipate in any illegal solici/ng or gaming schemes; 
c) A^empt to use the Services in such a manner so as to avoid incurring charges for 

usage; 
d) Par/cipate in any fraudulent ac/vi/es, including impersona/ng any person or en/ty 

or forging anyone else’s digital or manual signature. You assume all risks regarding the 
determina/on of whether material is in the public domain; 

e) Invade another person’s privacy; 
f) Collect or store personal data about other users; 
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g) Stalk or harass another person or en/ty in any way; 
h) Access any computer, soPware, data or any confiden/al, copyright-protected or 

patent-protected material of any other person, without the knowledge and consent 
of that person; 

i) Upload, post, publish, deface, modify, transmit, reproduce, distribute in any way or 
otherwise make available informa/on, soPware or other material protected by 
copyright or other proprietary or contractual right (such as a non-disclosure 
agreement) or related deriva/ve works, without obtaining permission of the 
copyright owner or right holder; 

j) Use, reproduce, distribute, sell, resell or otherwise exploit the Services or content we 
provide or which you obtain through the Services for commercial purposes, unless we 
agree otherwise; 

k) Copy, distribute, sub-license or otherwise make available any soPware or content we 
provide or make available to you or which you obtain through the Services, except as 
authorized by us; 

l) Alter, reproduce, or tamper with the Services or any func/on, component or iden/fier 
of your Device, such as the Electronic Serial Number (ESN), Interna/onal Mobile 
Equipment Iden/ty (IMEI) or MAC Address, that is not meant to be altered, 
reproduced or tampered with; 

m) Restrict, inhibit or interfere with the ability of any person to access, use or enjoy the 
internet, the Services or any Device or equipment used to connect to the Services, or 
create an unusually large burden on our networks or of third par/es with whom we 
have roaming agreements, including, without limita/on, pos/ng, uploading, 
transmitng or otherwise making available informa/on or soPware containing a virus, 
lock, key, bomb, worm, Trojan horse or other harmful, limi/ng, destruc/ve or 
debilita/ng feature, distribu/ng mass or unsolicited email (“spam”) or other 
messages, viola/ng Canada’s an/-spam legisla/on, or otherwise genera/ng levels of 
traffic sufficient to impede others’ ability to send or retrieve informa/on, or to use 
the Services in an abusive manner in connec/on with any unlimited packages, op/ons 
or promo/ons; 

n) Disrupt any backbone network nodes or network service, or otherwise restrict, 
inhibit, disrupt or impede our ability to monitor or deliver the Services, any 
transmissions or data; 

o) Interfere with computer networking or telecommunica/ons service to or from any 
internet user, host, provider or network, including, without limita/on, denying service 
a^acks, overloading a service, improperly seizing or abusing operator privileges 
(“hacking”), or a^emp/ng to “crash” a host; 

p) Impersonate any person or en/ty, including, without limita/on, an EMI official, forum 
leader, guide or host, or falsely state or otherwise misrepresent your affilia/on with a 
person or en/ty; 

q) Forge headers or otherwise manipulate iden/fiers in order to disguise the origin of 
any content transmi^ed through the Services; or  
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r) Port scan a person’s computer or wireless device without that person’s consent, or 
use any tools designed to facilitate such scans. 

3. What is Unlawful or Inappropriate Content? 

• We reserve the right to move, remove or refuse to post any content, in whole or in part, 
that we, in our sole discre/on, decide is unacceptable, undesirable or in viola/on of the 
Terms or this AUP. This includes, without limita/on: 

a) Defamatory, fraudulent or decep/ve statements; 
b) Threatening, in/mida/ng, abusive or harassing statements; 
c) Content that violates the privacy rights or intellectual property rights of others; 
d) Content that unlawfully promotes or incites hatred; 
e) Content that is otherwise offensive, illegal or objec/onable; or 
f) Any transmissions cons/tu/ng or encouraging conduct that would cons/tute a 

criminal offence, give rise to civil liability or otherwise violate any municipal, 
provincial, federal or interna/onal law, order or regula/on.  

• For purposes of this AUP, “content” refers to all forms of communica/ons including, 
without limita/on, text, graphics (including photographs, illustra/ons, images, drawings 
and logos), executable programs, audiovisual recordings, and audio recordings. 

4. What CondiEons Apply to Security? 

• The Services may not be used to breach the security of another user or to a^empt to gain 
access to any other person’s equipment, soPware or data, without the knowledge and 
consent of such person.  

• Addi/onally, the Services may not be used in any a^empt to circumvent the user 
authen/ca/on or security of any host, network, or account, including, without limita/on, 
accessing data not intended for you, logging into or making use of a server or account 
you are not expressly authorized to access, or probing the security of other networks.  

• Use or distribu/on of tools designed for compromising security, such as password 
guessing programs, cracking tools, or network probing tools, is prohibited. 

• You are solely responsible for the security of any device you choose to connect to the 
Services, including any data stored on that device. 

5. What CondiEons Apply to User-Generated Content Services? 
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• “User-generated Content Services” or “UGC Services” refers to any services that allow an 
end-user to post, upload, or generate content online to be shared with a limited or 
unlimited number of recipients and may include, without limita/on, news groups, online 
forums, message boards, chat programs, wikis, photo sharing services, customer review 
sites, video sharing services, blogs and web hos/ng. 

• If you access any UGC Services through the EMI Service, you must: 

a) Comply with the UGC Service’s wri^en charter, policies or FAQs; 
b) Only post adver/sements, solicita/ons, or other commercial messages in the UGC 

Service if that service’s charter, policies, or FAQs explicitly permit them; 
c) Determine the policies of the UGC Service before using it; 
d) Adhere to any daily volume, file size and format restric/ons the UGC Service may 

establish; 
e) Not forge, alter or remove any informa/on from the UGC Service unless otherwise 

specified in the UGC Service’s charter, policies or FAQs; 

• EMI has no obliga/on to monitor the content of any UGC Service and EMI is not liable for 
any claims, losses, ac/ons, proceedings, suits, liabili/es, damages, se^lements, penal/es, 
fines, costs or expenses arising out of or rela/ng to the content of any such service; and 

• You must not use the UGC Service to perform “flooding”, which refers to deliberately 
repea/ng ac/ons in quick succession in order to fill the screens of other internet users 
with text or other content. 

6. What are the Consequences of ViolaEng this Appropriate Use Policy? 

• As set out in the Terms of Service, we have the right, but not the obliga/on, to monitor or 
inves/gate any content that is transmi^ed using the Services (other than voice Services) 
or the Devices, and to access or preserve content or informa/on in accordance with the 
Terms of Service.  

• We prefer to advise Customers of inappropriate behaviour and any necessary correc/ve 
ac/on. However, if the Services are used in a way that we, in our sole discre/on, believe 
violates this AUP, we or any of our associated par/es may take any responsive ac/on that 
we deem appropriate. Such ac/ons may include, without limita/on, temporary or 
permanent removal of content, cancella/on of news group posts, filtering of internet 
transmissions, and/or the immediate suspension or termina/on of all or any por/on of 
the Services or your account.  

• EMI and our related par/es will have no liability for any such responsive ac/ons. The 
above described ac/ons are not exclusive remedies and EMI and its associated par/es 
may take any other legal or technical ac/on they deem appropriate.  
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• Upon termina/on of an account, any of EMI and our related par/es is authorized to 
delete any files, programs, data and email messages associated with such account. The 
failure to enforce this AUP, for whatever reason, shall not be construed as a waiver of any 
right to do so at any /me.  

• If any por/on of this AUP is held to be invalid or unenforceable, that por/on will be 
construed consistent with applicable law as nearly as possible, and the remaining 
por/ons will remain in full force and effect. This AUP shall be exclusively governed by and 
construed in accordance with the governing law provision of the Terms. 

7. What Network Management AcEons Can EMI Take? 

• Subject to applicable law, we reserve the right to manage our networks in order to 
op/mize their efficiency for the benefit of our Customers, including, without limita/on, 
by way of the following: rate limi/ng (speed), rejec/on or removal of spam or otherwise 
unsolicited bulk email, an/-virus mechanisms, and protocol filtering.  

• We may take any other ac/on we deem appropriate in order to help ensure the integrity 
of the network experience for all Customers. 
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EMI Privacy Policy  

IntroducEon 

• EMI is commi^ed to protec/ng your privacy and we take all reasonable steps to ensure that 
your personal informa/on is safe and secure in compliance with applicable privacy laws and 
regula/ons.  

What does this Privacy Policy cover? 

• This Privacy Policy explains EMI’s commitment to protec/ng the Personal Informa/on of our 
Customers.  

•  “Personal informa/on” means informa/on about an iden/fiable individual. It includes 
informa/on that you provide us in order to enable us to provide you with the Services, 
including credit informa/on. It also includes informa/on that we might develop in the 
course of providing you with Service, such as records of the Services and Devices you obtain 
from us; billing records; and any recorded complaints. Personal informa/on does not include 
aggregated informa/on that cannot be associated with a specific individual. 

• Our commitment to protec/ng your personal informa/on con/nues aPer you cease to be a 
Customer of EMI, as explained below. 

• The scope and applica/on of the Privacy Policy are as follows: 

o The Privacy Policy applies to personal informa/on about EMI’s Customers that is 
collected, used or disclosed by us; 

o The Privacy Policy applies to the management of personal informa/on in any form 
whether oral, electronic or wri^en; 

o The Privacy Policy does not impose any limits on the collec/on, use or disclosure of 
the following informa/on by us: 

(i) informa/on that is publicly available; or 

(ii) the name, /tle or business address or telephone number of an employee of 
an organiza/on. 

What is the legal basis of EMI’s commitment to protecEng Customer privacy? 

• Many of the principles, guidelines and other components of EMI’s Privacy Policy have been 
drawn and inspired from Canada’s Personal Informa/on Protec/on and Electronic 
Documents Act ("PIPEDA"), and the Canadian Standards Associa/on Model Code for the 
Protec/on of Personal Informa/on (the "CSA Code"), which was largely incorporated into 
PIPEDA. 

 27



Eeyou Mobility Inc. Terms of Service  Updated to: August 26, 2021 

• The ten principles within the Privacy Policy work together, and the accompanying 
commentary reflects how EMI implements the principles. 

• The applica/on of the Privacy Policy is subject to the requirements or provisions of any 
applicable legisla/on, regula/ons, tariffs or agreements, or the order or determina/on of 
any court or other lawful authority, including any applicable regula/ons, orders or 
determina/ons of the Canadian Radio-television and Telecommunica/ons Commission. 

Details and Principles of EMI’s Privacy Policy 

Principle 1 - Accountability 

• We are responsible for personal informa/on under our control and will designate one or 
more persons to be accountable for compliance with the Privacy Policy. 

How does EMI ensure Accountability? 

1.1. Responsibility for ensuring compliance with the provisions of the Privacy Policy rests 
with EMI senior management, and one or more persons will be designated to be 
accountable for compliance with the Privacy Policy. Other individuals within EMI may be 
delegated to act on behalf of the designated person(s) or to take responsibility for the day-
to-day collec/on and processing of personal informa/on. 

1.2. EMI has designated a Chief Privacy Officer to oversee compliance with the Privacy 
Policy. The Chief Privacy Officer can be contacted at: 

Chief Privacy Officer 
Eeyou Mobility Inc. 
230 Herzberg Road 
O^awa, Ontario 
K2K-2A1 
Phone: 1-844-922-4492 
Fax: 1-867-669-7510 
Email: privacy@eeyoumobility.com 

1.3. EMI is responsible for personal informa/on in our possession or control, including 
informa/on that has been transferred to a third party for processing. We shall use 
appropriate means to provide a comparable level of protec/on for informa/on being 
processed by a third party (see Principle 7). 

1.4. EMI has implemented policies and procedures to give effect to the Privacy Policy, 
including: 

a) Implemen/ng procedures to protect personal informa/on and to oversee our 
compliance with the Privacy Policy; 
b) Establishing procedures to receive and respond to inquiries or complaints; 
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c) Training and communica/ng to staff about the EMI policies and prac/ces; and 
d) Developing public informa/on to explain our policies and prac/ces. 

Principle 2 - IdenEfying Purposes for CollecEon of Personal InformaEon 

• EMI will iden/fy the purposes for which personal informa/on is collected at or before the 
/me the informa/on is collected. 

Why does EMI collect personal informaEon? 

2.1. We collect personal informa/on for the following purposes: 

o To establish and maintain responsible commercial rela/ons with Customers and to 
provide ongoing service; 

o To provide a posi/ve Customer experience, and provide tailored service to you; 

o To understand your needs and make customized informa/on available regarding 
Services, Devices and products offered by EMI; 

o To deliver and collect payment for Services, Devices and other products, and to 
manage and develop EMI’s business and opera/ons; 

o To perform analy/cs, administer surveys, or request feedback to improve and 
manage our rela/onship with you; 

o To ensure our network is func/oning properly and protect network integrity of our 
network; 

o To confirm or authen/cate your iden/ty and ensure your informa/on is correct and 
up-to-date; 

o To obtain credit informa/on or provide it to others on a lawful basis; and 

o To meet legal and regulatory requirements. 

The purposes listed in this sec/on are referred to below as the "iden/fied purposes". 

2.2. EMI will specify orally, electronically or in wri/ng the iden/fied purposes to the 
Customer at or before the /me personal informa/on is collected. Upon request, persons 
collec/ng personal informa/on will explain these iden/fied purposes or refer the individual 
to a designated person within EMI to explain the purposes. 

2.3. Unless required by law, EMI will not use or disclose for any new purpose personal 
informa/on that has been collected without first iden/fying and documen/ng the new 
purpose and obtaining the consent of the Customer. 

2.4.  As members of the public browse EMI Websites, adver/sing cookies may be placed on 
the users’ computers so that EMI can understand consumer interests.  “Cookies” are small 
informa/on packets that a website creates which are stored on the hard drive of a user’s 
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computer by the user’s browser soPware. EMI may use cookies to track and collect 
informa/on rela/ng to use of the EMI Websites by the public.  

Principle 3 - Obtaining Consent for CollecEon, Use or Disclosure  

• The knowledge and consent of a Customer is required for the collec/on, use or disclosure of 
personal informa/on, except where inappropriate. In this context, “inappropriate” includes 
circumstances where it is imprac/cal or impossible to obtain consent. 

How does EMI obtain a Customer’s consent for collecEon, use or disclosure? 

3.1. In obtaining consent, EMI will use reasonable efforts to ensure an individual is advised 
of the iden/fied purposes for which personal informa/on will be used or disclosed. We will 
state those purposes in a manner that can be reasonably understood. 

3.2. Generally, we will seek consent to use and disclose personal informa/on at the same 
/me we collect the informa/on. However, EMI will also seek consent to use and disclose 
personal informa/on aPer it has been collected but before it is used or disclosed for a new 
purpose. 

3.3. EMI will require Customers to consent to the collec/on, use or disclosure of personal 
informa/on as a condi/on of the supply of a product or service only if such collec/on, use or 
disclosure is required to fulfill the iden/fied purposes. 

3.4. In determining the appropriate form of consent, EMI will take into account the 
sensi/vity of the personal informa/on and the reasonable expecta/ons of our Customers. 

3.5. In general, the use of Services, Devices and other products by a Customer cons/tutes 
implied consent for EMI to collect, use and disclose personal informa/on for all iden/fied 
purposes. 

3.6. A Customer may withdraw consent at any /me, subject to legal or contractual 
restric/ons and reasonable no/ce. Customers may contact EMI for more informa/on 
regarding the implica/ons of withdrawing consent. For example, our ability to offer Services 
and Devices might be affected by withdrawing consent. 

3.7. In certain circumstances, personal informa/on can be collected, used or disclosed 
without the knowledge and consent of the individual. For example, EMI may collect or use 
personal informa/on without knowledge or consent if it is clearly in the interests of the 
individual and consent cannot be obtained in a /mely way, such as when the individual is a 
minor, seriously ill or mentally incapacitated. 

EMI may also collect, use or disclose personal informa/on without knowledge or consent if 
seeking the consent of the individual might defeat the purpose of collec/ng the informa/on 
such as in the inves/ga/on of a breach of an agreement or a contraven/on of a federal or 
provincial law. 
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EMI may also use or disclose personal informa/on without knowledge or consent in the case 
of an emergency where the life, health or security of an individual is threatened. 

EMI may disclose personal informa/on without knowledge or consent to a lawyer 
represen/ng EMI, to collect a debt, to comply with a subpoena, warrant or other court 
order, or as may be otherwise required by law. 

Principle 4 - LimiEng CollecEon of Personal InformaEon 

• EMI will limit the collec/on of personal informa/on to that which is necessary for the 
purposes iden/fied. EMI will collect personal informa/on by fair and lawful means. 

How does EMI ensure that it limits the collecEon of personal informaEon? 

4.1. We collect personal informa/on directly from our Customers.  We may also collect 
personal informa/on from other sources including credit bureaus or other third par/es that 
represent that they have the right to disclose the informa/on. 

Principle 5 - LimiEng Use, Disclosure and RetenEon 

• EMI will not use or disclose personal informa/on for purposes other than those for which it 
was collected, except with the consent of the individual or as required by law. EMI will retain 
personal informa/on only as long as necessary for the fulfillment of those purposes.  

How does EMI limit use, disclosure and retenEon of personal informaEon? 

5.1    In certain circumstances personal informa/on can be collected, used or disclosed 
without the knowledge and consent of the individual (see Principle 3.7). 

5.2. In addi/on, EMI may disclose a Customer's personal informa/on to: 

o Another telecommunica/ons services provider for the efficient and effec/ve 
provision of telecommunica/ons services; 

o An en/ty involved in supplying the Customer with communica/ons or 
communica/ons directory related services; 

o Another en/ty for the development, enhancement, marke/ng or provision of any 
EMI Services, Devices or other products; 

o An agent retained by EMI in connec/on with the collec/on of the Customer's 
account; 

o Credit grantors and repor/ng agencies; 

o A person who, in the reasonable judgment of EMI, is seeking the informa/on as an 
agent of the Customer; and 
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o A third party or par/es, where the Customer consents to such disclosure or 
disclosure is required by law. 

5.4. Only those EMI employees who require access for business reasons, or whose du/es 
reasonably so require, are granted access to personal informa/on about Customers. 

Unless you have expressly provided them with the informa/on, EMI’s CSPs and front-line 
customer service agents cannot see or review the telephone numbers you have called or 
texted, or that have called or texted you.  If you have any ques/ons concerning your call 
records, you will be directed to an EMI representa/ve with appropriate authority. 

5.5. EMI will keep personal informa/on only as long as it remains necessary or relevant for 
the iden/fied purposes or as required by law. Depending on the circumstances, where 
personal informa/on has been used to make a decision about a Customer, EMI will retain, 
for a period of /me that is reasonably sufficient to allow for access by the Customer, either 
the actual informa/on or the ra/onale for making the decision. 

5.6. EMI will maintain reasonable and systema/c controls, schedules and prac/ces for 
informa/on and records reten/on and destruc/on which apply to personal informa/on that 
is no longer necessary or relevant for the iden/fied purposes or required by law to be 
retained. Such informa/on will be destroyed, erased or made anonymous. 

Principle 6 - Accuracy  

• Personal informa/on will be as accurate, complete and up-to-date as is necessary for the 
purposes for which it is to be used. 

How does EMI ensure accuracy? 

6.1. Personal informa/on used by EMI will be sufficiently accurate, complete and up-to-date 
to minimize the possibility that inappropriate informa/on may be used to make a decision 
about a Customer. 

6.2. EMI will update personal informa/on about Customers as and when necessary to fulfill 
the iden/fied purposes or upon no/fica/on by the individual. 

Principle 7 - Security Safeguards 

• EMI will protect personal informa/on by security safeguards appropriate to the sensi/vity of 
the informa/on. 

What security safeguards has EMI put in place? 
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7.1. EMI will protect personal informa/on against such risks as loss or theP, unauthorized 
access, disclosure, copying, use, modifica/on or destruc/on, through appropriate security 
measures. EMI will protect the informa/on regardless of the format in which it is held. 

7.2. EMI will protect personal informa/on disclosed to third par/es by contractual 
agreements s/pula/ng the confiden/ality of the informa/on and the purposes for which it 
is to be used. 

7.3. All EMI employees with access to personal informa/on will be required as a condi/on of 
employment to respect the confiden/ality of personal informa/on. 

Principle 8 - Openness  

• EMI will make readily available to Customers specific informa/on about our policies and 
prac/ces rela/ng to the management of personal informa/on. 

How will EMI implement the principle of openness? 

8.1. EMI will make informa/on about our policies and prac/ces easy to understand, 
including: 

o The /tle and address of the person or persons accountable for EMI’s compliance 
with the Privacy Policy and to whom inquiries or complaints can be forwarded; 

o The means of gaining access to personal informa/on held by EMI; and 

o A descrip/on of the type of personal informa/on held by EMI, including a general 
account of its use. 

8.2. EMI will make available informa/on to help Customers exercise choices regarding the 
use of their personal informa/on and the privacy-enhancing services available from us. 

Principle 9 – Individual Access to Personal InformaEon 

• EMI will inform a Customer of the existence, use and disclosure of his or her personal 
informa/on upon request and will give the individual access to that informa/on. A Customer 
will be able to challenge the accuracy and completeness of the informa/on and to have it 
amended as appropriate. 

How will EMI ensure Customers access to their personal informaEon? 

9.1. Upon request, EMI will afford to a Customer a reasonable opportunity to review the 
personal informa/on in the individual's file. Personal informa/on will be provided in 
understandable form within a reasonable /me and at minimal or no cost to the individual. 
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9.2. In certain situa/ons, EMI may not be able to provide access to all of the personal 
informa/on that we hold about a Customer. For example, EMI may not provide access to 
informa/on if doing so would likely reveal personal informa/on about a third party or could 
reasonably be expected to threaten the life or security of another individual.  

Also, EMI may not provide access to informa/on if disclosure would reveal confiden/al 
commercial informa/on, if the informa/on is protected by solicitor-client privilege, if the 
informa/on was generated in the course of a formal dispute resolu/on process, or if the 
informa/on was collected in rela/on to the inves/ga/on of a breach of an agreement or a 
contraven/on of a federal or provincial law.  

If access to personal informa/on cannot be provided, EMI will provide the reasons for 
denying access upon request. 

9.3. Upon request, EMI will provide an account of the use and disclosure of personal 
informa/on and, where reasonably possible, shall state the source of the informa/on. In 
providing an account of disclosure, EMI will provide a list of organiza/ons to which it may 
have disclosed personal informa/on about the individual when it is not possible to provide 
an actual list. 

9.4. In order to safeguard personal informa/on, a Customer may be required to provide 
sufficient personal informa/on (for instance, iden/fica/on) to permit EMI to account for the 
existence, use and disclosure of personal informa/on and to authorize access to the 
individual's file. Any such informa/on shall be used only for this purpose. 

9.5. EMI will promptly correct or complete any personal informa/on found to be inaccurate 
or incomplete. Any unresolved differences as to accuracy or completeness will be noted in 
the individual's file. Where appropriate, the EMI will transmit to third par/es having access 
to the personal informa/on in ques/on any amended informa/on or the existence of any 
unresolved differences. 

9.6. A Customer can obtain informa/on or seek access to his or her individual file by 
contac/ng a designated representa/ve toll-free at 1-844-922-4492 or by sending an email 
containing such a request to customercare@eeyoumobility.com. 

Principle 10 - Challenging Compliance 

• A Customer will be able to address a challenge concerning compliance with the above 
principles to the designated person or persons accountable for EMI’s compliance with the 
Privacy Policy. 

How can EMI’s Customers challenge our compliance with this Privacy Policy? 

10.1. EMI will maintain procedures for addressing and responding to all inquiries or 
complaints from our Customers about EMI’s handling of personal informa/on. 
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10.2. We will inform our Customers about the existence of these procedures as well as the 
availability of complaint procedures. 

10.3. The person or persons accountable for compliance with the Privacy Policy may seek 
external advice where appropriate before providing a final response to individual 
complaints. 

10.4. EMI will inves/gate all complaints concerning compliance with the Privacy Policy. If a 
complaint is found to be jus/fied, EMI will take appropriate measures to resolve the 
complaint including, if necessary, amending our policies and procedures. A Customer will be 
informed of the outcome of the inves/ga/on regarding his or her complaint. 

For inquiries, complaints or more informa/on contact: 

Chief Privacy Officer 
Eeyou Mobility Inc. 
230 Herzberg Road 
O^awa, Ontario 
K2K-2A1 
Phone: 1-844-922-4492 
Fax: 1-867-669-7510 
Email: privacy@eeyoumobility.com  

The Office of the Privacy Commissioner of Canada oversees EMI’s personal informa/on 
handling prac/ces. If your privacy concerns are not addressed to your sa/sfac/on by us you 
may contact the Office of the Privacy Commissioner of Canada for further guidance: 

Website: www.priv.gc.ca/en  
Phone: 1-800-282-1376  

*** End of EMI’s Terms of Service ***
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