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Extreme Roamer Reduction (ERR) Initiative

[Retzil, ERP 2.0 - T-Mobile Employees anc Autherized Agents Only)
Overview

On Wednesday, November 14, a letter will be mailec to zooroximately 600 custemers who have been
identified 2s having the majority of their czlling usage occur while roaming cutside of the T-Mcbile
network.

Details
ERR account criteria details
ERR accounts meet the following criteria:
e Customer is roaming outside of T-Mcbile network 100% of the time
e Desfinec contractual term has expirec on zll active lines
e Ncn-Business and non-Government sccount types
e Non-VIP znd non-Special account sub-types
How will an ERR account holder be notified?

e On November 14, a letter will be mailed o appreximately 6CC customers whe
meet the ERR acccunt criteria details.

e This letter informs customers that their service and rate plan will ne lenger be
available after z specific date,

e Customers will be directed to call a tell-free number to discuss the |stter.

e These customers will be notified first by letter, then a series of cutbcund
czlls/messages zdvising them of the options available.

What happens after the ERR account holder is notified?

e Toensures zll T-Mobile customers receive the best possible service, T-Mobile will
attempt to convert these customers o0 2 T-Mobile Te Go zccount or terminate their
service.




e Customers will not be charged = termination fee zs their contract with T-Mcbils has
expired.

What if an ERR account holder visits my location?
ERR account helders can be icentifiec via the following ways:

e Customer incicates they recsived the ERR letter from T-Mobile and = special
instruction memo will be posted in CAM.

If an ERR account helder visits your location:

e Please refer them to the ERR Queue on the Customer Care team by having them
czll 1-877-275-1735,

e Suggested script after custemer notifies you that they recsived an
ERR letter or vou sse the special instructions in the sccount.

"Thank you for bringing this to our attention. Your sccount is being
hzndled by a specizlized aroup. Plesse contact Customer Care at 1-
877-275-1735 for further information”

e Do NOT discuss any details of the program with the customer, the ERR Customer
Czre Team shculd be the cnly group of T-Mabile employees to discuss this program
with the customer.

e Do not maks zny account changes tc a2n ERR account holder that will place the
customer uncer @ new “ixec contractual term.

e Customers who are identifiec as an ERR customer zre no longer
eligible for zny offer that would place the account under & new fixec
contractual term prior to cazncellztion, including, but not limited, to
the following:

e Discounted Handset Upgrades
e Regular Consumer Rats Plans

e All gther T-Maobile Promctions

e Customers cn 2n ERR Account are not eligible for a Change of Responsibility.




