
1. Setting Up a New Account
Instructions:

​ Visit Provider's Website or App: Go to your service provider's website or download their
mobile app.

​ Select 'Create New Account': Click on the option to create a new account.
​ Fill in Personal Details: Enter your personal information, including your name, address,

and contact details.
​ Choose a Plan: Select the plan that suits your needs, considering data, call, and text

allowances.
​ Set Up Payment Information: Enter your payment details for monthly billing.
​ Confirm and Activate: Review all the information, accept the terms and conditions, and

confirm the setup. Your account will be activated.

2. Setting Up an eSIM
Instructions:

​ Check Device Compatibility: Ensure your device supports eSIM functionality.
​ Contact Customer Support: Reach out to your provider’s customer support to request an

eSIM activation.
​ Receive QR Code: The provider will send a QR code, usually via email.
​ Scan QR Code: Go to your phone settings, select 'Mobile Data' or 'Cellular', and choose

'Add Data Plan'. Scan the QR code.
​ Follow On-Screen Instructions: Complete the setup by following the on-screen

instructions.
​ Confirmation: Once the setup is complete, your eSIM will be active.

3. Changing SIM Card
Instructions:

​ Power Off Device: Switch off your mobile device.
​ Locate SIM Tray: Find the SIM card tray, usually on the side of your device.
​ Eject Tray: Use a SIM ejector tool or a paperclip to eject the tray.
​ Replace SIM Card: Remove the old SIM card and place the new one in the tray.
​ Insert Tray: Carefully insert the tray back into the device.
​ Power On Device: Turn on your device. The new SIM should be recognized

automatically.

4. Setting Up Payment Method
Instructions:



​ Log into Account: Access your account through the provider's website or app.
​ Navigate to Payment Settings: Go to the 'Billing' or 'Payment' section.
​ Add Payment Method: Select 'Add Payment Method' and enter your credit/debit card or

bank details.
​ Save Changes: Confirm the details and save the changes.
​ Set as Default: If necessary, set the new method as your default payment option.

5. General Queries
● How to check balance? Log into your account or use a specific USSD code provided by

the carrier.
● How to buy additional data? Purchase through the app, website, or by contacting

customer service.
● Troubleshooting network issues? Restart your device, check for outages in your area, or

adjust network settings.

6. Reporting a Lost or Stolen Phone
Instructions:

​ Contact Provider Immediately: As soon as you realize your phone is lost or stolen,
contact your service provider.

​ Verify Identity: Be prepared to provide account details for verification.
​ Suspend Service: Request to suspend your service to prevent unauthorized use.
​ IMEI Blocking: Provide the IMEI number of your phone to have it blacklisted, preventing

it from being used.
​ Discuss Replacement Options: Inquire about replacement phones or SIM cards.

7. Understanding and Managing Data Usage
Instructions:

​ Check Usage in App/Website: Log into your account to view your current data usage.
​ Set Data Alerts: Configure alerts to notify you when you're nearing your data limit.
​ Understanding Data Consumption: Learn which activities (streaming, downloading)

consume the most data.
​ Data Saving Tips: Use Wi-Fi when possible, limit background data, and consider

data-saving modes in apps.

8. Upgrading or Changing Plans
Instructions:



​ Review Current Plan: Understand your current plan's benefits and limitations.
​ Compare Available Plans: Look at other plans offered by your provider.
​ Contact Customer Service: Discuss your needs with a representative to find the best

plan.
​ Request Plan Change: If you decide to change or upgrade, request this through the

representative or via the provider's website.
​ Confirm Changes: Ensure the changes are reflected in your account and understand

when they take effect.

9. Troubleshooting Device Connectivity Issues
Instructions:

​ Restart Your Device: Often a simple restart can resolve connectivity issues.
​ Check Network Settings: Ensure that 'Airplane Mode' is off and 'Mobile Data' is on.
​ Reset Network Settings: Consider resetting network settings to default.
​ Update Device Software: Ensure your device's software is up to date.
​ Contact Support: If issues persist, contact technical support for further assistance.

10. Transferring Service to a New Device
Instructions:

​ Backup Old Device: Ensure your data is backed up (contacts, photos, etc.).
​ Prepare New Device: Have your new device and SIM card ready.
​ Transfer SIM Card: If the same SIM card is being used, transfer it to the new device.
​ Activate New Device: Follow the activation process, which may involve contacting your

provider.
​ Restore Data: Restore your data from the backup to the new device.

11. International Roaming and Charges
Instructions:

​ Check Roaming Charges: Before traveling, check the roaming charges for your
destination.

​ Activate International Roaming: Some providers require you to activate this service.
​ Understand Plan Limitations: Know the data, call, and text limits under international

roaming.
​ Consider Travel Plans: Providers may offer specific plans for international travel.
​ Monitor Usage: Keep track of your usage to avoid unexpected charges.

12. Resolving Billing Disputes
Instructions:



​ Review Your Bill: Understand each charge on your bill.
​ Gather Evidence: Have any relevant information or proof (e.g., previous bill copies, plan

details) ready.
​ Contact Customer Service: Reach out with your dispute and provide your evidence.
​ Follow Up: Keep records of your communications and follow up if necessary.

13. Activating Voicemail
Instructions:

​ Access Voicemail Settings: Go to the phone's settings and find the 'Voicemail' section.
​ Call Voicemail Number: Dial your provider's voicemail number, which can be found on

their website or in your welcome pack.
​ Set Up a Pin: Choose a secure pin for accessing your voicemail.
​ Record Greetings: Record your personal greeting message.
​ Save Settings: Ensure all settings are saved and test the voicemail to confirm it's

working.

14. Managing Family Plans
Instructions:

​ Review Plan Options: Understand the features and limits of family plans offered by your
provider.

​ Add Members: Use your account to add family members to your plan.
​ Set Data Limits: If possible, set data usage limits for each member to avoid overages.
​ Monitor Usage: Regularly check the usage of all members to manage the plan

effectively.
​ Manage Payments: Ensure that the payment method is up-to-date and that bills are paid

on time.

15. Dealing with Poor Signal or Coverage
Instructions:

​ Check Coverage Map: Verify your area’s coverage on the provider's website.
​ Restart Phone: A simple restart can sometimes improve signal strength.
​ Reposition Yourself: Move to a different location, as obstacles like buildings can affect

signal.
​ Update Phone Settings: Check for any carrier settings updates on your phone.
​ Report to Provider: If problems persist, inform your provider as there may be issues with

local towers.



16. Understanding and Redeeming Loyalty Rewards
Instructions:

​ Log into Account: Access your online account where loyalty details are usually listed.
​ Review Rewards: Understand what rewards are available and how they can be

redeemed.
​ Redeem Rewards: Follow the instructions for redeeming rewards, whether it's discounts,

extra data, or other benefits.
​ Check Expiry Dates: Be aware of any expiry dates on rewards to ensure you use them in

time.

17. Accessing and Understanding Detailed Billing
Instructions:

​ Access Billing Section: Log into your online account and navigate to the billing section.
​ View Detailed Bills: Select the option to view detailed bills, showing call times, data

usage, etc.
​ Download or Print Bills: If needed, download or print the bills for your records.
​ Query Unusual Charges: If you notice unfamiliar charges, contact customer support for

clarification.

18. Updating Personal Information
Instructions:

​ Log into Account: Access your account through the provider's website or app.
​ Navigate to Account Settings: Find the section where personal details are listed.
​ Edit Information: Change details like address, email, or phone number as needed.
​ Verify Changes: You might receive a verification message or email to confirm the

changes.
​ Save Updates: Ensure all changes are saved before exiting.

19. Handling Network Outages
Instructions:

​ Check Provider's Website: Often, providers will list network outages on their website or
social media.

​ Restart Your Device: Sometimes, a restart can reconnect you once the network is back.
​ Use Wi-Fi: If available, connect to Wi-Fi for internet access during a mobile network

outage.
​ Report the Outage: If not listed, report the outage to your provider for them to

investigate.



20. Switching to Paperless Billing
Instructions:

​ Log into Account: Access your account online.
​ Find Billing Options: Navigate to the billing or account settings section.
​ Select Paperless Billing: Choose the option for electronic statements.
​ Confirm Email Address: Ensure your email address is correct for receiving bills.
​ Save Changes: Confirm and save your new billing preference.

Android Device Support

1. Clearing Cache on Android
Instructions:

​ Go to Settings: Open the 'Settings' app on your Android device.
​ Find 'Storage': Navigate to 'Storage' in the settings menu.
​ Select 'Cached Data': Tap on 'Cached Data', which shows the total amount of cached

data.
​ Clear Cache: Tap on this and confirm to clear all cached data.

2. Managing App Permissions on Android
Instructions:

​ Open Settings: Go to the 'Settings' app.
​ Navigate to 'Apps': Select 'Apps' or 'Application Manager'.
​ Choose an App: Tap on the app whose permissions you want to manage.
​ Select 'Permissions': Here, you can toggle permissions on or off.

3. Setting Up a Mobile Hotspot on Android
Instructions:

​ Go to Settings: Open the 'Settings' app.
​ Select 'Network & Internet': Choose the 'Network & Internet' option.
​ Tap on 'Hotspot & Tethering': Find and select 'Hotspot & Tethering'.
​ Set Up Hotspot: Configure your hotspot settings (network name, password) and turn it

on.



4. Updating Android OS
Instructions:

​ Access Settings: Open the 'Settings' app.
​ Scroll to 'About Phone': Find and tap on 'About Phone'.
​ Check for Updates: Tap on 'Software Update' or 'System Updates' and follow instructions

if an update is available.

iOS Device Support

1. Setting Up Face ID on iPhone
Instructions:

​ Open Settings: Go to the 'Settings' app.
​ Navigate to 'Face ID & Passcode': Enter your passcode if prompted.
​ Set Up Face ID: Tap 'Set Up Face ID' and follow the on-screen instructions.

2. Managing Location Services on iOS
Instructions:

​ Access Settings: Open the 'Settings' app.
​ Go to 'Privacy': Select 'Privacy'.
​ Select 'Location Services': Here, you can manage location settings for each app.

3. Enabling Find My iPhone
Instructions:

​ Go to Settings: Open the 'Settings' app and tap on your Apple ID.
​ Tap on 'Find My': Select 'Find My'.
​ Enable 'Find My iPhone': Turn on 'Find My iPhone' and also enable 'Send Last Location'.

4. Updating iOS
Instructions:

​ Open Settings: Access the 'Settings' app.
​ Select 'General': Tap on 'General'.
​ Tap 'Software Update': If an update is available, follow the prompts to download and

install.


