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SERVICE LEVEL AGREEMENT BETWEEN MULTICHOCE GHANA LIMITED AND 
SUBSCRIBERS TO THE DSTV SERVICE  

 
Definitions 

1 In this agreement the following words will have the following meaning unless 

the context indicates otherwise:   

1.1 "accredited installer" means an independent third party accredited by 

MultiChoice Ghana Limited (hereinafter called “MCG") to be qualified 

to install subscriber equipment in accordance with MultiChoice 

Africa's standards and specifications;   

1.2 "Authority" means the National Communications Authority, 

established by the National Communications  Act, 2008 (Act 769) ct, 

…;   

1.3 "days" means working days and excludes Saturdays, Sundays and 

public holidays;   

1.4 "DStv" or "the DStv service" means the multi-channel, digital satellite 

subscription television broadcasting service provided by MultiChoice 

Africa;  

1.5 “MultiChoice Africa” means MultiChoice Africa Limited; 

1.6 "SMS provider" means MultiChoice Ghana Limited, Company 

Registration Number 39,743;  

1.7 "Subscriber" means a subscriber to the DStv service;  

1.8 "subscriber equipment" means satellite dishes, low noise block down 

converter and cabling, MultiChoice digital decoders, DStv smartcards 

and any related equipment and accessories required in order for a 

subscriber to receive the DStv service;  

1.9 "support services" means subscriber management services, 

subscription fee collection services, marketing and sales, technical, 
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repair and installation support, a call centre, and related support 

services referred to in this agreement; and  

1.10 "this agreement" means this subscriber service agreement, as 

amended by MCG from time to time.   

Introduction 

2 MultiChoice Africa provides the DStv service to subscribers in Africa, including 

Ghana.  

3 MultiChoice Africa has appointed MCG to provide support services for 

subscribers in Ghana to the DStv service.   

4 MCG provides an interface between MultiChoice Africa and its subscribers in 

order to provide subscribers with convenient and accessible support services in 

Ghana.   

5 The Authority has issued a licence to MCG to provide support services for 

satellite subscription broadcasting services. 

6  MCG is committed to providing quality support services and a means for 

subscribers to voice any issues of concern/dissatisfaction they may have 

regarding the provision of the support services and the DStv service.   

7 The terms on which MCG provides the support services for subscribers in 

Ghana are set out in this agreement. 

8 MultiChoice Africa provides the DStv service to subscribers in accordance with 

a separate subscription agreement between MultiChoice Africa and its 

subscribers.  A copy of the subscription agreement between MultiChoice Africa 

and its subscribers is available on the DStv website.  This agreement is 

separate from, and does not take precedence over, the subscription agreement 

between MultiChoice Africa and its subscribers.      

Parties 

9 The parties to this agreement are -  
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9.1 MCG; and 

9.2 a subscriber to the DStv service. 

Commencement of Agreement 

10 This agreement commences on the 1st day of October 2013 provided that if the 

subscriber was not an active subscriber to the DStv service on that date, than 

this agreement commences on the date on which the subscriber’s subscription 

to the DStv service becomes active.   

11 This agreement will endure indefinitely and will automatically terminate on the 

date upon which –  

11.1 the subscriber’s subscription to the DStv service is terminated either 

by MultiChoice Africa or the subscriber; or  

11.2 MCG’s appointment as a support service provider is terminated either 

by MultiChoice Africa or MCG,  

whichever occurs earlier.   

Subscriber management support 

12 MCG provides subscriber management support services in order to create an 

interface between MultiChoice Africa and its subscribers.   

13 Subscriber management support services include the capturing of new 

subscribers' details onto MultiChoice Africa's integrated business system 

("IBS") and the updating and maintenance of subscriber information on the IBS.    

14 MCG will capture the subscriber's details accurately, inform MultiChoice Africa 

of the subscriber's choice of bouquet options, and take all reasonable 

measures to ensure that MultiChoice Africa activates the subscriber's selected 

subscription within two days.  MultiChoice Africa will only charge the subscriber 

the applicable subscription fees from the date that the subscriber's subscription 

is activated.     
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15 If an error occurs in the subscription process (e.g. if the subscriber is 

subscribed to a bouquet other than that selected by the subscriber), MCG will 

take steps to remedy the error within two days of the subscriber bringing the 

error to MCG's attention.   

Subscriber Equipment  

16 MCG imports and sells subscriber equipment to subscribers as well as to 

independent installers and retailers who on-sell subscriber equipment to 

subscribers.  

17 The subscriber equipment is subject to a warranty as described more fully in 

clause 30 below.   

Accredited Installers  

18 Independent installers provide the face-to-face interaction with subscribers by 

providing subscriber equipment installation services at subscribers' homes.   

19 MCG recommends that subscribers select an accredited installer to install the 

subscriber's subscriber equipment.   

20 MCG will make a list of accredited installers available to subscribers upon 

request.  A list of accredited installers is also available on http://www.dstv.com  

(“the DStv”) website.   

21 MCG will, from time to time, assess the performance and compliance of the 

accredited installers with the specifications prescribed by MultiChoice Africa, 

including inspecting installations of subscriber equipment and assessing 

customer care standards and quality of workmanship.   

22 A subscriber who is dissatisfied with the level of service provided by an 

accredited installer may complain to MCG in accordance with the complaints 

procedure set out in clauses 54 to 79 of this agreement.   

23 MCG will review the accreditation of an accredited installer who has 

consistently failed to adhere to MultiChoice Africa’s standards and 

specifications regarding the installation of subscriber equipment. 

http://www.dstv.com/
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24 Although MCG recommends the use of accredited installers for the installation 

of subscriber equipment, and notwithstanding the provisions of clauses 18 to 

23, each installer acts as an independent contractor and is not an employee, 

subcontractor or agent of MCG or MultiChoice Africa.   

25 MCG cannot be liable for any loss or damage of any nature whatsoever caused 

by an independent installer, regardless of whether or not the installer 

concerned has been accredited by MCG.   

Technical and Installation Support 

26 A subscriber who is experiencing technical or installation difficulties may visit 

one of MCG's offices or telephone MCG’s national call centre with technical 

queries.  

27 MultiChoice Africa provides MCG with information concerning technical 

troubleshooting relating to the technical difficulties that the subscriber may be 

facing.   

28 MCG will use the information provided to it by MultiChoice Africa to give 

subscribers a diagnostic report of the likely cause of the technical difficulties the 

subscriber is facing. 

29 A subscriber whose subscriber equipment is faulty or malfunctioning may bring 

the subscriber equipment to one of MCG's branches.   

30 The subscriber equipment is subject to a warranty from MultiChoice Africa and 

the manufacturer of the subscriber equipment ("the manufacturer") as 

stipulated in the warranty certificate included in the packaging in which the 

subscriber equipment is supplied.   

31 In order to request a service under their warranties, subscribers are required by 

the warranty terms and conditions to submit to MultiChoice Africa their 

purchase receipt indicating the date on which they purchased their subscriber 

equipment.  MCG will accept such subscriber receipts from subscribers on 

behalf of MultiChoice Africa. 
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32 MultiChoice Africa has appointed MCG as a customer service representative to 

attend to subscribers' requests for service under their warranties subject to the 

terms and conditions of such warranties.   

33 MCG will, subject to the provisions of the warranty, execute MultiChoice 

Africa's obligations under the warranty on behalf of MultiChoice Africa.   

34 In addition, subject to the provisions of the warranty, MCG will, subject to 

availability and for a maximum period of two months, lend subscribers a 

replacement decoder (“loan box”) at no extra cost to the subscriber in order to 

enable the subscriber to continue his/her subscription to the DStv service.  

MCG does not guarantee that it will lend the subscriber a decoder of the same 

make, model or specifications as the subscriber's decoder. If MCG does not 

have a loan box available, MCG will arrange with MultiChoice Africa to suspend 

the subscriber's subscription pending the repair of the subscriber's decoder.  

MultiChoice Africa will not charge the subscriber the applicable subscription fee 

for the duration of the suspension period.     

35 A subscriber whose DStv smartcard is lost may purchase a replacement 

smartcard from MCG.  

36 Should a subscriber experience a problem with his/her decoder which falls 

outside the scope of the warranty or outside the warranty period, the subscriber 

may bring the decoder to MCG for repair at a fee prescribed by MultiChoice 

Ghana from time to time.    

Subscription fees  

37 The subscription fees are as advised and amended by MultiChoice Africa from 

time to time in accordance with the subscription agreement between 

MultiChoice Africa and the subscriber.   

38 MultiChoice Africa will notify subscribers of an increase in the subscription fees.   

39 Under certain circumstances MCG will levy an administration fee to cover its 

administration costs.   
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Billing and Collection of Subscription Fees 

40 MCG, on behalf of MultiChoice Africa, collects subscription fees from 

subscribers in Ghana.    

41 Subscribers may pay their subscription fees at one of MCG's branches, agents, 

banks nominated by MCG or through other payment methods which may be 

made available to subscribers from time to time. Should the subscriber not 

make the payment at a MCG office, the subscriber must provide the 

subscriber's account or smartcard number as a reference MCG does not 

accept post-dated cheques.  If a cheque is returned unpaid from the bank, 

MCG will charge the subscriber concerned an administration fee to cover the 

costs incurred by MCG due to the subscriber's cheque having been 

dishonoured.   

42 MultiChoice Africa does not allow MCG to collect part-payment of subscription 

fees.  MCG may only collect the full amount of the subscription fees payable by 

a subscriber for a forthcoming subscription period.   

43 MCG will capture the subscriber's payment details onto the IBS within a 

maximum of -  

43.1 one day if the subscriber paid his/her subscription fees at one of MCG 

's branches or at an agent; and three days if the subscriber paid 

his/her subscription fees at a bank.   

44 Provided that the subscriber has provided MCG with all the necessary details 

and has complied with the procedures in clauses 41 and 42 above, MCG will 

take all the necessary steps to ensure that a subscriber's subscription is 

activated within a maximum of one day after the subscriber's payment details 

have been updated on the IBS.   

45 A subscriber who has a billing query may raise the query with MCG.     
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Parental Control Mechanism 

46 The MultiChoice decoders imported and sold by MCG are equipped with a 

parental control mechanism. This mechanism enables the subscriber to block a 

programme, based on the classification of the programme, or a channel, 

included in the DStv service.  

47 MCG will –  

47.1 ensure that any decoders which it promotes or sells are capable of 

allowing a subscriber to block any programme, based on the 

classification of the programme, or channel included in its service; 

47.2 ensure that a copy of MultiChoice Africa's parental control operating 

instructions is available on the DStv website1;  and 

47.3 provide a call centre facility to assist subscribers in using the parental 

control mechanism.   

Electronic Programme Guide  

48 The DStv service to which MCG provides support services includes an 

electronic programme guide.   

49 MCG will provide a call centre facility to assist subscribers in using the 

electronic programme guide.   

National Call Centre 

50 MCG has established a national call centre in Ghana in order to provide 

telephonic assistance and support to subscribers in Ghana.    

51 The call centre operating hours are advertised on the DStv website and at 

MCG's offices.     

                                            
1
 http://www.dstv.com  

http://www.dstv.com/
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MultiChoice Africa Call Centre  

52 Subscribers also have the option to contact the MultiChoice Africa call centre in 

South Africa for telephonic assistance and support by dialling the international 

number advertised in the electronic programme guide.   

Quality of Service  

53 MCG undertakes –  

53.1 to provide the services set out in this agreement in accordance with 

the best professional practices; and  

53.2 to fulfil its obligations under this agreement regularly, reliably and 

consistently.   

Complaints Procedure 

Introductory comments regarding complaints procedure 

54 MCG encourages subscribers to contact it should they have concerns about 

any aspect of the service that they receive from MCG.   

55 If MCG fails to comply with any of its obligations under this agreement, the 

subscriber may lodge a complaint with MCG in accordance with the complaints 

procedure set out in clauses 54 to 79 of this agreement.   

Subscriber complaints procedures  

56 Subscribers may lodge complaints –  

in person at MCG 's head office situated at  

15 Senchi Street 

Airport Residential Area 

Accra 

 

56.1 telephonically on +233302740540;  

56.2 by e-mail to: customerservice@gh.multichoice.com; or  

mailto:customerservice@gh.multichoice.com
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56.3 by post to: PMB ccc 29 Cantonments,, Accra.  

57 MCG may, from time to time, amend the contact details in clause 56 above.  

The updated contact details will be available on the DStv website. 

58 A subscriber who lodges a complaint must provide MCG with –  

58.1 the full details regarding the subscriber's issue of concern 

about/dissatisfaction with the service provided MCG;  

58.2 the subscriber's contact details, including the subscriber's physical 

and postal addresses, telephone and facsimile numbers, and e-mail 

address; and  

58.3 the subscriber's account number and smartcard number.   

MCG's procedural undertakings: general  

59 MCG will –  

59.1 appoint a customer service representatives ("CSR") to receive and 

attend to complaints from subscribers; and  

59.2 establish a Subscriber Issues Committee to guide and supervise 

CSRs, determine trends and macro-issues of concern, and determine 

appropriate responses.    

60 The procedure to be followed by MCG will vary depending on whether the 

subscriber complained in person/telephonically or in writing (i.e. by facsimile, 

e-mail or post).   

61 MCG will endeavour to handle complaints speedily, efficiently, courteously and 

in a professional manner.   

MCG 's procedural undertakings: personal and telephonic complaints 

62 If a CSR receives a complaint from a subscriber in person or telephonically, the 

CSR will endeavour to collect all relevant information from the subscriber.   
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63 The CSR will immediately record on the business system the details of the 

complaint referred to in clause 58 above and provide the appropriate response 

(action or information) for the issue complained about.   

64 If the complaint is within the scope of the CSR to address, the CSR will do so 

without any further delay and record on the business system the details of the 

response given.   

65 If the complaint is beyond the scope of the CSR to address, the CSR will 

escalate the complaint to his/her immediate superior.   

66 If a complaint cannot be resolved by the CSR or the immediate superior, the 

superior will –  

66.1 escalate the complaint to the Subscriber Issues Committee for 

resolution; and  

66.2 duly notify the subscriber of the fact that he or she has done so.   

67 The Subscriber Issues Committee will endeavour to respond to the subscriber 

within three days of the receipt of the initial complaint.  If this cannot be done, 

the subscriber will be duly contacted and given an indication of when he or she 

is likely to receive a response. 

68 If the Subscriber Issues Committee is unable to resolve a complaint, it will 

escalate the complaint to the General Manager of MCG.   

69 If the subject matter of a complaint lodged by a subscriber falls outside MCG's 

control, MCG will take the matter up with the third party concerned and take all 

reasonable steps to ensure that the third party addresses the complaint.   

MCG's procedural undertakings: written complaints 

70 The procedure set out in clauses 70 to 77 applies to complaints lodged by a 

subscriber in writing (i.e. by facsimile, e-mail or post).   

71 All written complaints received by MCG will be forwarded to a CSR for 

resolution.   
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72 Upon receipt of a complaint the CSR will immediately record on the business 

system the details of the complaint referred to in clause 58 above.     

73 The CSR will then provide the subscriber with the appropriate response (action 

or information) for the issue complained about.   

74 If the complaint is within the scope of the CSR to address, the CSR will do so 

without any further delay and record on the business system the details of the 

response given.   

75 If the complaint is beyond the scope of the CSR to address, the CSR will 

escalate the complaint to his/her immediate superior.   

76 If a complaint cannot be resolved by the CSR or the immediate superior, the 

superior will –  

76.1 escalate the complaint to the Subscriber Issues Committee for 

resolution; and  

76.2 duly notify the subscriber of the fact that he or she has done so.   

77 The Subscriber Issues Committee will endeavour to respond to the subscriber 

within three days of the receipt of the initial complaint.  If the Subscriber Issues 

Committee responds in writing, it will endeavour to dispatch the written 

response within three days of the receipt of the initial complaint.  If this cannot 

be done, the subscriber will be duly contacted and given an indication of when 

he or she is likely to receive a response. 

78 If the Subscriber Issues Committee is unable to resolve a complaint, it will 

escalate the complaint to the General Manager of MCG.   

79 If the subject matter of a complaint lodged by a subscriber falls outside MCG]'s 

control, MCG will take the matter up with the third party concerned and take all 

reasonable steps to ensure that the third party addresses the complaint.   
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Force Majeure  

80 MCG will not be liable for any loss suffered by the subscriber arising out of any 

delay in or prevention of performance of its obligations under this agreement 

due to any cause, the adverse effects of which MCG could not and cannot 

reasonably and practicably avoid in the ordinary conduct of its business. 

General 

81 Subject to the terms and conditions of this agreement, this document 

constitutes the sole and complete record of the agreement between the parties 

in regard to its subject matter, and supersedes any previous agreement 

between the parties. 

82 MCG is not bound by any express or implied representation, warranty, 

undertaking, promise or the like not recorded in this agreement. 

83 If any provision of this agreement is found to be wholly or partly invalid, 

unenforceable or unlawful, then this agreement will be severable in respect of 

the provision in question to the extent of its invalidity, unenforceability or 

unlawfulness, and the remaining provisions of this agreement will remain in full 

force and effect. 

84 MCG reserves the right in its sole discretion to vary or amend any terms or 

conditions of this agreement from time to time.  In this event, MCG will make 

available a copy of the amended terms and conditions on the DStv Africa 

website.     

85 MCG is not liable for any delay or failure to fulfil its obligations under this 

agreement to the extent that such delay or failure results from causes beyond 

MCG’s reasonable control. 

86 MCG will not be responsible for any liability or damage which may occur as a 

result of MCG complying with any condition under its support services licence 

or a lawful direction given by the Authority.   
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87 This agreement is subject to, and will be interpreted, implemented and enforced 

in terms of, the law of the Republic of Ghana   

Addresses 

88 The parties choose the following addresses for the service of all notices and 

processes arising out of this agreement (other than complaints, which may be 

made in any one of the manners referred to in clause 56 above): 

88.1 MCG: 

15 Senchi Street  

Airport Residential Area 

Accra  

 

88.2 The Subscriber: 

The physical address provided by the subscriber when subscribing to 

the DStv service.   


