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Important Billing Processes and Information

The bill cycle or anniversary date is determined by the sign-up date or join date of the account.
We bill throughout the month — Day 1to 31.

If a service is connected on Day 3], it will be invoiced again on the last day of the following month.
Customers receive an invoice on the night of sign-up for any products they may have signed up for. Once each
of their services are activated, they will receive a pro-rated credit from the Join Date to the Activation Date. This

will show on the invoice as ‘Credit whilst pending'.

All services that are added to the MATE billing system that already have active services within the billing period
will be charged on a pro-rated basis.

Standard policy is that we do not refund pro rata credit, and the amount will remain as credit. If a customer
complains about this credit, we can offer a refund.
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1.Any Charges/Credits are added to the invoice as
required.

2.Pro-rata Charges or Credits (Which are simply
partial charges/credits for a month to align their

ems for service: 442568

20220110 soul matos nbn Home Fast mobie bundle (1001 - 1002), 442566 £9.00 service with their bill CYC|e);

a1 soul males nbn Moma Fast mobile bundle, (1112 - 10001), 4425858 .77
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This guide is designed to help Independent Business Owners (IBOs) understand customer invoices, especially
when pro-rata adjustments occur. These adjustments may result from adding services, cancelling services, or
making plan changes. Below is a summary of key scenarios to help you explain invoice changes to customers.

1. Adding a Service
When a new service is connected within the billing period, but after the start date, pro-rata charges apply.

Scenario A: Service connected before the invoice is collected:
e Pro-rata Adjustment: Customer is charged for a full month of the new service.
e A credit is applied for the days between the bill cycle start date and the connect date.
e Result: The current invoice reflects the credit, and the full month charge appears on the next invoice
(causing a double charge for that period).
e Explanation: This happens because our billing system only collects charges once they appear on an
invoice.
Scenario B: Service connected after the invoice is collected:
e Pro-rata Adjustment: The charge covers the period between the connect date and the current billing period
end.
e Next Invoice: The customer’s next bill will include the regular month in advance plus any pro-rata charges
from the previous billing period.

2. Cancelling a Service
When services are cancelled within the billing period, a pro-rata credit applies.

Scenario A: Cancellation before the invoice is collected:
e Pro-rata Credit: The credit is based on the remaining days in the billing period (Disconnection Date to Bill
Cycle Date).
e Invoice Adjustment: The current invoice amount will be reduced by this credit.
Scenario B: Cancellation after the invoice is collected:
e Pro-rata Credit: Same calculation (Disconnection Date to Bill Cycle Date).
e Handling Credits: The credit will remain on the account and apply to future invoices if other services are
active.
e If no services remain, the credit will stay on the account unless the customer requests a refund. Refunds
can be offered as a goodwill gesture.

3. Plan Changes
If a customer upgrades or downgrades their plan, a single pro-rata adjustment line will appear on the invoice.

Scenario A: Customer downgrades their plan:
e Credit: The difference between the pro-rated credit of the original plan and the pro-rated charge of the
new plan.
e Impact: This credit is applied to any outstanding balance at the time of the plan change.
Scenario B: Customer upgrades their plan:
e Charge: The difference between the pro-rated credit of the old plan and the pro-rated charge of the new
plan.
e Impact: This charge will appear on the next invoice.
e No Pro-Rata Adjustment: If the plan change is made on the bill cycle date, no adjustments are needed
since the change aligns with the billing period.
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