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1. How to Use International Roaming

International roaming is available on eligible Pennytel mobile services in selected countries when you have an active

International Roaming Travel Pack.

When you arrive in an eligible country, you should receive an SMS advising you how to activate a Travel Pack. To
activate your preferred pack, send the relevant SMS keyword to 179. SMS messages sent to 179 for this purpose

are toll free.

Do not activate your Travel Pack before you leave Australia unless you want the pack to start immediately.

Travel Pack validity starts when the pack is activated.

You will receive an automated response confirming the status and you will now be able to start roaming in the

destination country, example below

Welcome to [Country Name]! To use

your [Mobile service number] while Success! You've added the <travel pack

you're here, simply choose a roaming name> to <Mobile service number>. it

pack and text the code to 179: expires at midnight AEST in <xx> days and
includes <xoc> call mins, <oo> SMS from

Options: this country, and <xx>GB of roaming data.

= ROAMS: 5GB data, 30 mins, 30
SMS, 7 days validity Important:
* ROAM10: 10GB data, 60 mins, 60 = Add a new pack only when your current

SMS, 14 days validity one is used up, as any unused allowances

= ROAM3: 3GB data, 300 mins, 300 will be lost.

SMS, 3 days validity * You'll get reminders at 10MB/S mins/5
SMS remaining.

For example, text "ROAMS" 10 179 10 = No reminders will be sent when validity

activate that pack. No reminders will expires.

be sent when validity expires, so just = To check balance/expiry, text “bal* to

remember to add a new one when

needed. Please refer to your service

provider for more information.

Note :- Where your device and service support Wi-Fi Calling and SMS over Wi-Fi, you may be able to use those
features while connected to Wi-Fi. Availability depends on your device, settings, location and network conditions.

Please note that you should send this reply to 179, not "MyAcct”.

SMS sent to 179 will be toll free and will not incur any end user charges. The SMS recharge service is available to users
both in Australia and users who are roaming

QUESTIONS OR CONCERNS?
We're here to help. Contact us online or by phone: Monday to Friday 9am -5pm AET



2. Roaming Day Pack costs and inclusions

"D pennytel

Travel Pack Name & Data SMS Keyword to Available Available Validity
Fee Per Pack . .
Allowance 179 Minutes S Period
$45 5GB Travel Pack ROAM5 30 minutes 30 SMS 7 days
$75 10GB Travel Pack ROAM10 60 minutes 60 SMS 14 days
$85 3GB Travel Pack ROAM3 300 minutes 300 SMS 3 days

1. Travel Pack validity is measured using Sydney time. A Travel Pack expires at 11:59pm Sydney time on the expiry

date.

2. If you activate a Travel Pack part-way through a day, that day counts as the first day of the pack validity period.

If you have multiple Travel Packs active at the same time, the pack with the earliest expiry date will generally be

used first. If you add the same Travel Pack again, your allowances may reset.

If you have multiple travel packs active at the same time, the pack with the earliest expiry date will be used first

Exception: If you add the same travel pack, your allowances will reset

3. Where do | check my remaining inclusions?

To check your remaining data balance, and your expiry date and time, simply login to your Pennytel Account and click

on “Service Details”.

You will receive SMS notifications to let you know when you have used 50%, 85% and 100% of your inclusion. You can
also send the word “Bal” via SMS to 179

QUESTIONS OR CONCERNS?

We're here to help. Contact us online or by phone: Monday to Friday 9am -5pm AET




4. International Roaming

Below is a list of countries where your Pennytel service will work provided you have a Roaming Travel Pack added to

your service.

Note that if you have an active Roaming Travel Pack and you move to a country that is also on the eligible countries list
below, you may still receive a “Welcome to” message from the local network carrier, however your current Roaming
Travel Pack will remain active. You do not need to activate a new roaming pack until the current one expires.

If you are visiting a country that is not listed below, then your service will not work, and we recommend that you
purchase a travel SIM or a local SIM in the country you are travelling to.

International destination International destination International destination ‘

Austria Hungary Portugal

Belgium India Qatar

Brazil Indonesia Romania

Bulgaria Ireland Russian Federation
Canada Isle of Man (UK) Samoa

Cambodia Israel San Marino

Chile Italy Saudi Arabia

China Japan Spain

Croatia Kenya Sri Lanka

Czech Republic Korea Republic Sweden

Denmark Luxembourg Switzerland

Egypt Macau Taiwan

Estonia Malaysia Thailand

Fiji Mexico Tonga

Former Yugoslav Rep of Netherlands Trinidad and Tobago
Macedonia (mobile) New Zealand Turkey

France Nigeria United Arab Emirates
Germany Norway United Kingdom
Greece Papua New Guinea USA

Guernsey Philippines Vanuatu

Hong Kong Poland Vietnam

QUESTIONS OR CONCERNS?
We're here to help. Contact us online or by phone: Monday to Friday 9am -5pm AET



5. How to contact Pennytel

You can contact Pennytel in the following ways:

e Phone: 1300 232 888 Monday to Friday, 9:00am to 5:00pm AET

e Email: support@pennytel.com.au

e Website chatbot: Penny is available on the Pennytel website

e Customer Portal: Existing customers may also contact us directly through the Pennytel Customer Portal.

6. Complaints

If you have a complaint about this policy or how Pennytel has applied it, please contact us:

e Email:
e Phone: 1300 232 888

Pennytel will handle complaints in accordance with its Complaints Handling Process and applicable

telecommunications complaints-handling requirements.

If you are not satisfied with how we have handled your complaint, you may contact the Telecommunications
Industry Ombudsman, which is a free and independent dispute-resolution service for residential and small business

customers:

e Phone: 1800 062 058
e Online:
e Post: GPO Box 276, Melbourne VIC 3001

7. Australian Consumer Law

Our services come with guarantees under the Australian Consumer Law that cannot be excluded. Nothing in this
policy excludes, restricts or modifies your rights under the Australian Consumer Law.

QUESTIONS OR CONCERNS?
We're here to help. Contact us online or by phone: Monday to Friday 9am -5pm AET
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