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Mercedes-Benz Roadside Assistance

- Peace of Mind Motoring Around the Clock

Mercedes-Benz Roadside Assistance provides customers with emergency support 24 hours a day,
7 days a week, 365 days a year within mainland China, as long as the vehicle is accessible by the
recovery, and no cover is provided for off-road driving.

Should you ever require assistance, all you need to do is dial 24-Hour Assistance Hotline, and
Mercedes- Benz Roadside Assistance will be there to help.

This guide contains information of customer benefits (For details, please see “Summary of
customer benefits”) provided by Mercedes-Benz Roadside Assistance. It also details the correct
procedures to follow, and lists out relevant terms & conditions. Please read it carefully. Should
you have any questions regarding your coverage, you are welcome to contact any Authorized
Mercedes-Benz Dealer or call the 24-Hour Assistance Hotline.

24-Hour Roadside Assistance Hotline
400-650-4688

Getting Help

- What to Do When You Need Assistance

In the event of a breakdown or road traffic accident, simply call Mercedes-Benz Roadside
Assistance (local call cost anywhere in China).
Please have the following information in hand for the operator when you call:
*  Vehicle Identification Number (VIN):
Please refer to the registration certificate of your car or the Owner's Manual for the
location of the VIN in your vehicle
*  Your surname and exact location
e Contact phone number
* License plate number and color of your vehicle
*  Vehicle model
*  The date of Vehicle Delivery/The date of Vehicle purchase invoice
*  Your Residential City
e Description of the problem

Important Note:

In order to qualify for the benefits provided by Mercedes-Benz, you must contact or seek



assistance only from Mercedes-Benz Roadside Assistance. Please do not make your own vehicle
assistance/recovery arrangements through a third party.

If you need towing service, please take your personal belongings before towing, Mercedes- Benz
Roadside Assistant will not be responsible for this.

All additional expenses such as repairing fee, spare parts for maintenance fee, etc. shall be your
responsibility.

Once you have called Mercedes-Benz Roadside Assistance, itis vital that you stay with your
vehicle. Should the Mercedes-Benz Roadside Assistance representative arrive at your vehicle
while it is unattended, the necessary subsequent work cannot be carried out.

Service Definitions

Covered Customers

The owner (or driver) and all the passengers traveling in the vehicle at the moment the emergency
assistance is required, up to the maximum number of passengers that the vehicle is legally
allowed to carry.

Covered Vehicles

> New Vehicles

Mercedes-Benz branded new passenger car sold by an Authorized Mercedes-Benz Dealer in
mainland China (excluding Hong Kong Special Administrative Region, Macau Special
Administrative Region and Taiwan) will be eligible for benefits during the warranty period under
the program. The starting date of Roadside Assistance Service is the vehicle delivery date (the
starting time of service is implemented according to 3R Policy).

Any vehicles sold by unauthorized dealers, and any vehicles originally sold in any other country or
territory besides mainland China (as defined above) , are not eligible for the assistance services
and benefits.

Mercedes-Benz branded new passenger car, originally sold by an Authorized Mercedes- Benz
Dealer in mainland China will be eligible for benefits of covered range, condition, content and time
limit under the program according to valid relevant terms and guide when sold. If assignation
occurs in the time limit of roadside assistance, vehicles will continue to be covered for roadside
assistance within the rest duration of service when recipient has Vehicle Invoice Issued or the
Three Guarantees.

> Mercedes-Benz Certified Pre-Owned Vehicles (for Mercedes-Benz passenger car only)
Mercedes-Benz Certified Pre-Owned vehicles (the “Pre-Owned vehicles”) sold by an Authorized
Mercedes-Benz Certified Pre-Owned Program Dealer in mainland China (excluding Hong Kong
Special Administrative Region, Macau Special Administrative Region and Taiwan) on or after July
1st, 2017 will be eligible for the benefits under the program. Vehicles will be covered for a period
of at least one year from the invoice date of purchase of the Pre-Owned Vehicle.

Any vehicles sold by unauthorized used car dealers, and any vehicles sold (as a used car) in any
other country or territory besides mainland China (as defined above), are not eligible for the



assistance services and benefits.

Covered Area

Customers are entitled to service under this program anywhere within mainland China, as long as
the vehicle is accessible by the recovery vehicle (no cover is provided for off- road driving).
Assistance will be provided no matter where you are (i.e. at home, on the roadside, on the
highway, in a parking lot, etc.), as long as you are not already at an Authorized Mercedes-Benz

Dealer.

Covered Events
When the vehicle is immobilized due to the following reasons, Mercedes-Benz will provide the 24-
hour Roadside Assistance service:
> Mechanical or electrical breakdown
> Driver error
d Battery problems (BEV HV Battery problems): flat battery
. Fuel problems: out of fuel, incorrect fuel or contaminated fuel (customers should bear
the fuel fees)
i Key problems: locked keys, lost keys or broken keys (excluding the provision of
replacement keys)
¢ Tire problems: puncture, bolts or valve related issues

> Road traffic accident where the vehicle is immobilized

Summary of customer benefits

Roadside Assistance

Roadside Repairs

If your vehicle is immobilized whether at home or on the road, Mercedes-Benz Roadside
Assistance will attend to your vehicle. For minor repairs where the vehicle can be repaired at the

roadside, a technician will be sent to try and mobilize your vehicle at the roadside.

Vehicle Towing

If your vehicle is unable to be mobilized following mechanical or electrical breakdown, driver error
or the road traffic accident, you can choose to be towed to specified dealer, the one way free
range is 150km (include 150km), you need to pay for the excess part according to the market
price; or you can choose to be towed to the nearest dealer, if the nearest dealer exceed 150km,

the fee of towing your vehicle to the nearest dealer is free.

Emergency Charging Scheme (Only for BEV)

If your vehicle is immobilized due to the vehicle is running out of power, you can choose below
services:

> Towing to Charging Pile Service

Your vehicle will be towed to the nearest certificated charging pile, Mercedes-Benz authorized



dealer with charging facility or you can choose to be towed to your vehicle back home.

Mobility Benefits

Public Transport Expense Reimbursement Service (Rental, taxi, toll and etc.)

When vehicle is towed to the dealer shop, you and passengers could have up to RMB 500 for taxi
fee/car rental fee /chauffeured car fee /road and bridge tolls/fuel charging fee on the towing day.

“Neighboring City” Mobility Benefits
If your vehicle is recovered from your city to the dealer which is located in the different city to
residence by Mercedes-Benz Roadside, and it is clear that the repair cannot be completed on the
same day as the immobilization, Mercedes-Benz Roadside Assistance will provide pick-up service
to you (One person per case). The distance for vehicle pick- up shall not exceed the distance from
your residence city to the repairing Authorized Mercedes-Benz Dealer. As follows:

o First class train travel if the journey is under 1,000km

. Economy class air travel if the journey is over 1,000km

*  Taxi service if more convenient than train travel and less expensive than the train ticket

*  Any costs incurred to collect tickets (e.g. taxi, public transport and etc.), no more than

RMB 500

“Away from Home” Mobility Benefits

If your vehicle is recovered to a dealer by Mercedes-Benz Roadside Assistance and it is clear that
the repair cannot be completed on the same day as the immobilization, the breakdown happens in
a city other than where your lives. The driver and the passengers, (the maximum number of
passengers the vehicle is legally allowed to carry), if traveling and not in the same city as where
they normally live, will be given the opportunity to choose between the following options:

Option1: Hotel Accommodation
If you prefer to stay where you are, and wait for the vehicle repairs to be completed, then
Mercedes-Benz Roadside Assistance shall reserve a local hotel and pay the cost of
accommodation. This benefit applies to the driver and the maximum number of passengers that
the vehicle is legally allowed to carry.
Hotel Accommodation Benefits:

d Maximum 3 nights

. Maximum 4-star hotel

. Free room & tax, and breakfast if it is included in the room rate.
Note that all additional expenses such as telephone charges, room service, etc. shall be your
responsibility and must be paid prior to checking out of the hotel

Option 2: Onward Journey
If you prefer to continue your journey or return the residential place, Mercedes-Benz Roadside
Assistance shall organize the most appropriate arrangement of transportation. The benefit applies



to the driver and the maximum number of passengers that the vehicle is legally allowed to carry.
The distance for continuous travel shall not exceed the distance from the breakdown site to the
residential place.
Onward Journey Benefits:
. First class train travel if the journey is under 1,000km
. Economy class air travel if the journey is over 1,000km
*  Taxi service if more convenient than train travel and less expensive than the train ticket
¢  Any costs incurred to collect tickets (e.g. taxi, public transport and etc.), no more than
RMB 500

Vehicle Pick-up Following Completion of Repairs
If your vehicle was recovered to an Authorized Mercedes-Benz Dealer for repairs and onward
journey benefits were provided, then Mercedes-Benz Roadside Assistance will provide pick-up
service for you. The distance for vehicle pick-up shall not exceed the distance from your residence
city to the repairing Authorized Mercedes-Benz Dealer. As follows:

. First class train travel if the journey is under 1,000km

. Economy class air travel if the journey is over 1,000km

¢ Taxi service if more convenient than train travel and less expensive than the train ticket

*  Any costs incurred to collect tickets (e.g. taxi, public transport and etc.), no more than

RMB 500

Non-covered Events

Mercedes-Benz Roadside Assistance is designed to assist in emergent situations. As a result, this

program will not cover any of the following events that you may encounter while driving your

vehicle-unless there is a real threat to your personal safety and/or the safety of others:

> Faulty fuel gauge

> Speedometer not working

> Air-conditioning is not working

> Passenger door(s) cannot be opened and there are no passengers in the vehicle (assistance
will be provided if all doors cannot be opened)

> Trunk cannot be opened

> The front and/or rear glass defrosters are not functioning

> Horn is not functioning. If the horn is sounding continuously, the assistance services will be
provided

> Damaged door mirrors

> Rear view mirror is damaged but it does not obstruct the driver's vision

> Damaged or faulty fuel cap but vehicle has not run out of petrol and there is enough fuel in
the tank to enable the vehicle to reach the nearest Authorized Mercedes-Benz Dealer (EQ:
Damaged or faulty of cover of charging port, but vehicle has not run out of battery and there
is enough battery to enable the vehicle to reach the nearest Mercedes-Benz authorized

dealer)
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Sunroof cannot be opened

Sunroof cannot be closed but weather conditions are fair and the vehicle is not exposed to
any security risk

Windows cannot be opened

Windows cannot be closed but weather conditions are fair and the vehicle is not exposed to
any security risk

Seat adjustor is faulty but the vehicle can be safety driven

Passenger seatbelts are faulty and there are no passengers in the vehicle

Faulty security system unless the vehicle is immobilized or unless the alarm is sounding
continuously

Transmission stuck in sports/winter mode

Anti-lock Brake System (ABS) lights are illuminated

Supplemental Restraint System (SRS) warning lights are illuminated

Traction control lights are illuminated

Other non-safety related lights/service warnings are illuminated

Vehicle runs out of windscreen wiper fluid

Front/Rear windscreen wipers faulty but weather conditions are fair

If we have provided roadside assistance as what customer required but vehicles problem belongs

to any of the above events, payment for roadside assistance will be customers' responsibility.

General Exclusions

The following scenarios are general exclusions under the Mercedes-Benz Roadside Assistance,

and therefore we not be responsible for any assistance costs as a result of any of the following

scenarios:

> Vehicle is involved in motor racing, rallies, speed or duration tests, practice runs, or operated
outside official roads

> Assistance is required as a result of wars, riots, uprising, mass political demonstrations,
pillage, strike, use for military purposes or anti-terrorism action, earthquake damage, freak
weather conditions, atmospheric phenomena, nuclear transformation phenomena or
radiation caused by artificial acceleration of atomic particles

> Breakdown is caused by deliberate damage, or participation in a criminal act or offence

> The immobilization is resulting from damage caused by direct or indirect intervention of the
police or other authorities

> Any damage resulting from the use of the vehicle against the recommendations of the
Owner's Manual

> Any consequential costs and/or damage to property as a result of a breakdown

> Vehicles kept in a non-roadworthy condition or not serviced in accordance with the
manufacturer's recommendations

> Vehicles being used as taxis, leasing, or trial driving



> When the driver of customer vehicle falls within one of the following circumstances:

* The alcohol content in his/her blood exceeds the value as specified in the road safety
related laws for identifying the drunk status
*  When the driver of the vehicle is affected by drugs, poisons or over-the-counter
anesthetics

> Nodriving license or corresponding license for the type of customer vehicle, or the driving
license is revoked or withdrawn due to violation of relevant provisions

> Customer or the drivers as designated by customer violate the relevant provisions, causing
overstaffing, or violation of the provisions on the weight of the loaded articles or animals or
the loading or arrangement modes, which is the main reason for the accident or loss

> When customer vehicle has no corresponding documents or certificates (including technical
inspection and compulsory insurance) or does not meet the statutory requirements for the
beneficiary's vehicle to operate public road traffic

> When customer vehicle carries hydrocarbon fuel, flammable, explosive or toxic minerals or
other materials causing damage

> When customer vehicle is used as an ambulance to carry the injured or as a hearse to carry
the deceased

> When the luggage carried by the customer's vehicle is not well packed or carries fragile and
perishable items

> When customer vehicle is involved in a traffic accident, Mercedes-Benz Roadside Assistance
is not responsible for the items covered by the customer's vehicle insurance coverage
stipulated by the traffic laws and regulations

In order to provide you corresponding service, we may need collect some personal
information from you. If you provide us your personal information, you are deemed to agree
that Mercedes-Benz and its affiliated companies and authorized dealers may use such
information in the services you choose and subsequent market operations activities. We will
only keep your information for a reasonable and necessary period to meet the legal
requirements.

Whenever and Wherever you go, Mercedes-Benz Roadside Assistance is there to take care of
your need, the value of owning a Mercedes-Benz is further enhanced.

* Mercedes-Benz reserves the right to modify the contents of Roadside Assistance service at any time without
prior notice.
** Mercedes-Benz reserves the right to interpret the content of Roadside Assistance service to the extent

permitted by law.



