Taking it Online.........

I've forgotten my email address and/or password?
Don’t worry, you can simply reset it. To do this click on “Forgotten your email address or password?”, which can be
found under the password box on the login page.

How will | know when you’ve billed me?

You'll be billed for your Virgin Media services monthly. When a new bill is ready, we'll send an email to the address
that you have registered with us. This will tell you your bill is available to view online, and what date your payment will
be taken.

My billing email hasn’t arrived?

It could be that you haven'’t supplied us with your correct email address. To check, please sign in, select "Change
your email" from the menu and enter it again. If you're still having problems please and follow the
instructions for ‘National Help’

When | log in, how can | see my latest bill?
Once you've logged in you should see a page like the below. This is the latest bill we have generated for you, and it

displays a summary for that bill.
6“9 you last signed in \
The date you last accessed Virgin

Your current bills Media eBilling
- ! Your area reference
Your reference Last signed in ﬂ 9 This tells us what part of our network
34-123456789 Mon Aug 03 18:24:44 BST 2009 you are on
@ Your account number
Your services Unique to you
34 O Bill date
Your area reference o The date you latest bill was generated
Your account number  © 123456789 6
i 2000772009 Due date
Bill date ﬂ The date payment is due against this
Due date © 03/08/2009 bill
g
Amount due © £19.28 ® Amount due
Direct debit date @ 03/08/2009 Your total balance due
) P
. . Direct Debit date
payment summary show me this bill If you pay by DD, this s the date we
will request payment from your bank.
view my open bill © show me this bill

To view this bill in more detail, click
Qs button. /
What does ‘view my open bill’ mean?

Your open bill is where you can view your phone usage since your last bill. When we generate your next bill, all calls
listed in your ‘open bill" will be charged although not necessarily displayed.



Can | view my previous bills?

Yes - you can view your last 6 months’ bills, including your current one. To view your previous bills click on ‘View

previous eBills’ on the left hand side of the screen.

My Virgin Media home .
Account summary Your current bills
Webmail

W Stuff

Change address

Your reference
34-1234567349

Change phone number

Change payment Your services

details

Change package

Manage services Bill date
Wiew broadband speed Due date
Change password Amount due

: Direct debit date

Exit e&ill

Newsletters

Freferred email
address

My connection
Order tracker
Equipment shop
Status page
Contact us

Your area reference
Your account number

Last signed in
Mon Aug 03 19:21:34 BST 2009

34
123456789
2010712009
03/08/2009
£19.28
03/08/2009

payment summary

view my open bill

show me this bill



Billing & Charges.........

How often will | receive a bill?
You will receive a bill from us once a month. It will include your service charges for the forthcoming month, and any

usage charges (such as phone calls) since your last bill.

What is a ‘First Month’s Service’ charge?

If there’s an item on your bill called ‘First Month’s Service’, you'll recently have had Virgin Media services installed. A
first bill is often larger, as it includes both advance and partial month charges. The partial month charges cover the
gap between your installation date and the start of your first billing period. And ‘First Month’s Service’ charge will
show on a single line on your bill (see below).

You are then billed your normal monthly advance charges covering the forthcoming period.

—,

Refunds and adjustments * N , ,
On your first bill you will see these line

Part month adjustments are as a result of a product addiremoval. It may also include credits following any suspension of se . § , .
f ! ? Y 9 Ay suse items, don’t worry though they’re just
the odd days and weeks you've

Main services £ received service before we bil you.
DIESCI'IptIOH. . Date/period You will notice that the date it starts is
First Month's Service Ol July - 31 July the date your service became active,
and finishes a day before your
Qvance charges below start. /
Advance charges EX. XX
ﬂur services with us are always \
Main services £ charged in advance of you using them.
Description Date/period The charges shown here cover the
Talk International Ol August - 31 August advance period shown, and list all
Broadband Size: L 0l Augl.lst - 31 Augl.lst prOdUCtS | service you have with us.
Virgin Media Phone Line Rental 0l August - 31 August After your first bill you will only see this

Phone XL (Talk Unlimited) Ol August - 31 August section and these charges, unless you
wke a change. /




What is a ‘Partial Month’s Service’ charge?
If you have a line on your bill called ‘Partial Month’s Service’, this means that your services have changed within the
last month.

If you change your services part way through a month you will get a ‘Partial Month’s Service’ line on your bill. What
this means is that we've amended your account and applied your new services charges. As you pay in advance for
the service, when we remove your old services we will automatically credit back the days you've paid for but not used.
When we apply your new services, you will be charged from the day they became active up until the start of your next
billing period.

If your services have been recently suspended due to an outstanding balance, we will apply a credit covering the
period you were not in receipt of service. That service credit is displayed as a ‘Partial Month’s Service’ on your bill.

~

-
Refunds and adjustments '
T Part month adjustments are as a result of a product addfremoval. It may also include credits following any suspension of services. This is the part period that

your charges cover, which

Main services £20.)0X| s out side of your standard
charge period.

Description Date/period Amount
Partial Month's Service 19July - 06 Augu £X.XX | !fyouve changed your

services this is the date

Wr update became acti\y
What'’s a ‘billing period’?

Your billing period is based on the day that your order was processed, and the length of time that your service
charges cover. In most cases it will cover 1 calendar month in advance. Below you can see a period running from the
1st August until 31st August, which means the next billing period will start on the 1st September.

On your first bill you will see these line items. Don’t worry though, they're just the odd days and weeks you've
received service before we bill you.

You will notice that the date it starts is the date your service became active, and finishes a day before your advance
charges below start.

Your services with us are always charged in advance of you using them. The charges shown here cover the advance
period shown, and list all products or service/s you have with us.



How do my service charges work?
As a Virgin Media customer, you pay for your services a month in advance. For example, you pay in April for May’s
services.

There is only 1 part of your bill that works differently:

Phone call charges will appear on your bill the month after the calls were made.

All service charges on your bill include VAT, except phone call charges, which are shown as a total amount excluding
VAT.

Your service charges are clearly displayed under the ‘Advance Charges’ section of the bill.

Service charges are billed in advance. For example, your August bill will include charges starting at a fixed point in
August through to a fixed point in September, covering a period of 1 month. Then, in September you will be billed for
the period September to October.

Advance charges £x.xxW

Main services E£X. XX

Description Date/period

Talk International 0l August - 31 August This is the period that your service is
Broadband Size: L 01 August - 31 August bellng dcharge(igor. (Ijtcg)l:/erﬁ ! hb
Virgin Media Phone Line Rental 01 August - 3| August ?:oirt]h armonin, and Wit rot month by
Phone XL (Talk Unlimited) 01 August - 31 August

Other charges and credits £X.XX\

Charges and credits

Description Date/period .
Wireless Router 01July Charges d|sP|ayed here are one off
. charges. A ‘one off charge is normally a
Installation Charge 01 July , . ,
non-service extra, such as installation.

Why can | only see some of my calls?
The default call threshold for Virgin Phone customers is 1p. If you have a Talk Plan with us, we will not display any

non-chargeable (£0.00) calls.

There’s a call on my bill that | don’t think | made. What can | do?

If anyone else in your house might have made the call, please double check with them first. If you think we've
charged you for a call you didn’t make, please contact us here or call 150 from your Virgin Media Phone. We'll always
investigate it for you, and adjust your bill if we've made a mistake.



Paying your Bill......

Who do | pay?

Your payment is made to Virgin Media Payments Ltd, which is responsible for collecting the amounts payable by you
to Virgin Media Ltd. If you don't pay by Direct Debit, Virgin Media Payments Ltd may charge you a payment handling
fee.

How do | pay?
We accept these payment methods, which can be easily set up online.

@O

bebit Direct Debit

Direct Debit is the simplest way to pay your bill. Your account is automatically debited on, or immediately after, the
date displayed to the left of ‘Amount due’ on your bill. All normal Direct Debit safeguards and guarantees apply. We
will not submit payment to your bank without notifying you at least five working days in advance of your account being
debited.

. Continuous Card Payment

If you'd prefer not to pay by Direct Debit, you can also pay by Credit or Debit Card by way of a Continuous Card
Authority*

*For MasterCard, Visa Credit and Visa Debit cards only and where your card issuer permits this type of transaction.
When do I have to pay my bill?

Your bill due date can be found in the Payment Summary section of your eBill. Please make sure that your payment
is received by Virgin Media Payments Ltd before the ‘Due date’ shown on screen.

Your current bills

Your reference Last signed in
34-1234567349 Mon Aug 03 19:21:34 BST 2009

Your services

Your area reference 34
Your account number 123456789
Bill date 20/07/2008
<___Due date 03/08/2000
Amount due w152
Direct debit date 03/08/2009
payment summary show me this bill

view my open bill



How do | set up a Direct Debit or Continuous Card Payment?
You can set up Direct Debit or Continuous Card Payment method by either of the following:
o By phone — Call us on 0845 454 2222
o Online - Log on to My Virgin Media and click on ‘change payment details’ which you will find ‘under my
account’

How do | know when my Direct Debit payment will be taken?
You'll receive a confirmation email with your latest bill amount. This email will also display the date when the Direct
Debit will be taken from your specified bank account.

| Direct Debit Advance Motice - Message (HTML) g@
! File Edit Wiew Insert Format Tools  Actions  Help  Adobe PDF
i g Reply | E@iReply to All | (3 Forward | (& 2o [ B4 | ¥ (& |3 X |+ - ¢ - A | @ 5
From: bilingwebteam@virginmedia.co.uk Sent:  Fri04/09/2002 11:58
To: Richard.Branson@Virginmedia.com
Ce:
Subject: Direct Debit Advance Motice (KMNSFRRRRRRRRS)
=
Dear Sir Richard Branson
We're just writing to let you know that the Direct Debit Payment for the
instruction below is now due for collection:
Originators Identification Mumber. 111111
Account Mame: Sir R Branson
Reference Mumber: 123456789001
Amount Due: £19.28
Don't worry, you don't need to do anything, we'l collect the amount
above automatically on or around 03-08-2009.
If you have any queries about any of this, you can e-mail us at
credit@virgin.net with your query and a member of our team will get back
to you. Or, if you'd prefer, contact our team on 0845 454 2222
Thanks for choosing Virgin Media
Yours sincerely,
Steve Atkinson
Head of Payment Processing
Virgin Media Payments Ltd
*Ifyau are a Virgin Media Talk customer call costs are detailed on our
wehsite www virgin.net/allvoursfallccallcests! Call costs from mabile
phones and other networks may vary.
]
< ¥

I've paid my bill but | can’t see it online, why is this?
You'll be able to see confirmation of your latest payment when your next bill arrives.



What happens if my payment details change?
To change your payment details, log in to your account and select ‘Change payment details’ on the left hand side of
the screen.

Please note it can take sometime to set up a Direct Debit, resulting in the first two months bills coming together.

My card payment was declined — why?
Unfortunately, if your card issuer declines your payment, they don't tell us the reason. To find out why, you'll need to
contact your card issuer directly.

What happens if | miss a payment?

We always ask you to make your payments by the ‘Payment due’ date on your bill. That's because we may charge a
£10 late payment fee if you don’t — and your services could be restricted. That means your Virgin Phone might only
be available for incoming calls (apart from outgoing calls to the emergency services) and your Virgin Broadband could
be restricted. Just so you know, we'll always try to contact you — usually in writing — before any restrictions are added
to your account.

We'll always try to do all we can to prevent this happening, and if you're having trouble paying your bills we're here to
help. To talk to us about this simply call us on 0845 454 2222 and select option 1.

Can | get help if I'm having difficulty paying my bill?
We’'ll do what we can to help. The earlier you get in touch with us, the sooner we can help you sort things out. Simply
call us on 0845 454 2222 and select option 1.

Can | have a Braille, large print or audio bill?

Yes — that's no problem. If you have difficulty reading small print, just let us know you’d like your bill in large print
format. Or for blind or partially-sighted customers, we’'ll be happy to send bills in either a Braille or audio format. Either
way, there’s no extra charge. If you'd like one of these options, please let us know.

If you're having difficulty reading your bill, our team are on-hand to help, and can talk through it over the phone.
Simply call 0845 454 2222 and select option 1.
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