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1.0 AFL
1.1

C was the owner of a small business. C’s telephone line went down, so C reported itto T.
Engineers attended the fault and C was advised that the phone line would be operational
by the following day. However, it remained out of use for a total of 17 days, so a
temporary replacement line was put in. C was offered compensation, but declined it as C
felt it did not reflect the actual business losses. C submitted evidence to T and a second
settlement was calculated. C refused the second offer also.

The Ombudsman agreed that T had applied its compensation scheme strictly. Although
the Ombudsman sympathised with C, it was recommended that C accepted the proposed
compensation.

2.0 AFL, Call-sign, Directory Listing
2.1

C noticed that C’s directory listings were incorrect. C contacted T and this was remedied,
however, calls were still not getting through. It appeared that this problem had resulted
from an error with a Call-sign number transfer, and also T's failure to change the listed
trading name for the business. C notified T of the problems, and T rectified the mistakes
the same day. T offered a compensation figure, which was declined by C on the basis that
C’s potential loss over the period had been much greater. The matter was therefore
referred to the Ombudsman.

The Ombudsman was of the opinion that T had acted reasonably in correcting the
problems as soon as it was informed of them. The Ombudsman required that the
compensation figure be reinstated, and suggested that C seriously considered the offer.

3.0 AFL, Faulty Line
3.1

C owned a company which developed computer software and had many major clients
abroad. A telephone line was therefore required to contact such clients. However, C
experienced a fault on the business line which lasted for 15 days. C had calculated a
financial loss figure for this period from average monthly invoiced sales etc. and
attempted to claim this amount from T in compensation. T refused to pay this claim, but
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responded by offering a revised figure. The revised figure was rejected by C, but T
confirmed this offer in a deadlock letter and the matter was referred to the Ombudsman.

The Ombudsman considered that the compensation amount offered by T had been
reasonably calculated in line with its published guidance. The Ombudsman therefore
recommended that C should seriously consider the offer.

3.2

C had a burglar alarm running through a T phone line, which alerted him/her when there
was a fault on the line. C experienced many faults with the line and contacted T to inform
it each time the problem occurred. C arranged engineer visits, but only one of the
appointments was adhered to and this failed to diagnose the cause of the problem. It was
later that an alarm engineer noticed loose wiring, and explained that it was poor practice
for the T engineer not to have noticed this. The problem was rectified at cost to C. Yet
another fault occurred and the problem was traced back to a nearby T box. This was fixed
and C was offered compensation. However, C felt that T should pay the bill incurred when
the alarm engineer fixed the wiring. T offered to waive the cost of the call-out of T's
engineer as a goodwill gesture, but C was unhappy with this.

The Ombudsman considered that C had experienced a poor level of customer service
with the repair of the intermittent fault. It was suggested that C pursue compensation for
the alarm engineer costs through T’s financial loss scheme. T was required to assess the
claim in view of the fact that it failed to diagnose and correct the fault for 5 months. All
call-out charges were to be waived and a goodwill gesture was awarded.

4.0 Auto-dialler, PRS Calls
4.1

@'’s telephone bill showed a series of calls to premium rate numbers which C had not
made. C asked T to investigate the matter and disconnect the line immediately. The
investigation revealed that the line was working correctly, and T confirmed that the nature
of the calls precluded calls generated by human interaction. T offered to reduce the bill by
half as a goodwill gesture, but maintained that it was not responsible for any equipment a
customer chose to attach to the line.

The Ombudsman was of the opinion that T had correctly charged for the calls and
investigated the matter thoroughly. The Ombudsman was pleased to note that T had
offered to reduce the bill. The only requirement was that a mutually convenient payment
schedule be arranged for the balance.



4.2

C’s telephone bill showed a number of Premium Rate Service (PRS) calls which C did not
recognise. T investigated the calls but found that there was no fault on the line, and C was
referred to the ISP. C was informed that C had been the victim of an internet scam. T
stated that it was not responsible for the equipment that the customer had attached to the
line so the call costs were valid. ICSTIS provided the details of the PRS company and
advised C to contact the company about any compensation claims.

The Ombudsman considered that T had investigated the problem thoroughly and had
provided all necessary advice and information. The Ombudsman was of the opinion that
the call charges were correct, but required that T agreed to a reasonable payment
arrangement. The Ombudsman also recommended that C contact the ISP regarding
suitable virus protection.

5.0 Billing
5.1

C's telephone line was accidentally cut whilst C’s driveway was being resurfaced by
contractors. The contractors informed T of the accident and requested a repair and
reconnection. C understood that the bill would be passed on to the paving company for
payment; however, a substantial amount of money was deducted from C’s bank account
via direct debit. C complained and the money was refunded immediately. C believed that
the bill would be put on hold and the contractors would be sought after for the payment.
However, C received another bill requesting payment to be made by Giro. The matter
remained unresolved as C believed that T was to seek payment from the paving
company.

The Ombudsman sympathised with C, but felt that it was C who was accountable to T for
the payment. It was considered C’s responsibility to seek reimbursement from the
contractors.

52

After receiving a large bill, C contacted T and was advised that a mistake had been made
and it would be rectified. However, the same had happened on the next bill C received. C
therefore cancelled C’s direct debit and ceased to use the phone. Despite complaining to
T on many occasions, C got little response. T eventually refunded the overpayment.

The Ombudsman was of the opinion that T had rectified its error by refunding the
overpayment, and found T’s offer of a goodwill gesture to be reasonable. The
Ombudsman required no further action.



5.3

C received a 30% discount on monthly rental and also three months free as C had a
friend who worked for T. A year later, C received a sales call from T offering the same
contract but an upgraded handset. C accepted the offer and for the first month of the
service, all was well. However, when the second bill arrived, C noticed that the line rental
had been charged for. This was queried with T, and it explained that the offer had been
withdrawn as C’s friend no longer worked for it. C received a letter from T stating that 30
days notice would be given then C would have to continue the contract at the higher rate.
C was advised that to cancel the contract would result in an early cancellation fee.

The Ombudsman was of the opinion that T had acted appropriately in accordance with the
terms and conditions of the service. If C wished to cancel the service, the termination
penalty would stand. No further action was required.

54

C signed up for a T broadband and phone package. C arranged for the bills to be
addressed to C’s business, on the understanding that the residential terms and conditions
still applied. C received the first 3 bills for the service without problem, but fourth bill did
not show the business address. C complained and was advised that this would be
rectified, but the next bill was also incorrectly addressed. T then advised that the problem
was due to a new computer system, which would not allow a different billing address to be
used. C complained but was told that nothing could be done.

The Ombudsman understood that the new billing system had inconvenienced C, but was
of the opinion that it was appropriate for the residential bill to be sent to the residential
address. C was advised to consider subscribing to a business account, if C wished to be
billed at the business address.

6.0 Billing, Contract Cancellation
6.1

C’s mobile phone contract was up for renewal, and C decided to cancel it. C informed T of
this decision in writing, but C continued to receive bills for the service. C complained and
was advised that the request to cancel had never been received. C wrote another letter,
but was advised that this had not been received either. C paid the outstanding amount
when T cut off C's new contract phone, as the contracts were in the same name. C had
been promised goodwill credits to C’s account but nothing appeared. Despite
complaining, the problem remained unresolved. C wished to be reimbursed for the
erroneous bills and the cost of calls made to T when trying to rectify the mistake.

The evidence submitted to the Ombudsman was inconclusive. However, on balance, T
was required to cancel the contract with immediate effect. The Ombudsman also required
a 25% refund of line rental paid after the second disconnection request was sent. This



award reflected the fact that C had continued to benefit form the service when it was not
cancelled.

7.0 Billing, Contract Cancellation, Customer Service
7.1

After receiving an unusually high phone bill, C put a spend limit on C’s mobile phone
account. The limit was 50p above C’s usual monthly bill. The following year, C received
another high bill and was advised that the limit on the account would have to be
increased. C did this, but a further high bill was received, which was £20 over the revised
call quota. C complained but found it difficult to escalate the complaint and did not receive
promised call-backs. C merely received a final bill showing an early termination fee and
saying that the account was going to be cancelled. C wanted an explanation from T
regarding this. Also, C did not want to pay the £20 worth of charges that had appeared
despite the call limit on the account.

It was clear that C had not been fully informed about the spend limit facility on the
account. This led directly to him/her running up large bills. Also, T had demonstrated poor
levels of customer service when dealing with C’'s complaint. T was therefore required to
waive any sums over the limit that had been agreed on the account. Also, T was required
to credit the early termination fee and a small goodwill gesture to the account. C was to
pay any outstanding amount on the revised final bill.

8.0 Billing, Contract Cancellation, Stolen Mobile Phone
8.1

C’s mobile phone was stolen. The theft was reported to T as soon as C had realized that it
was missing. C was concerned about the possibility of calls being made by the person
who took the phone. When C's bill arrived, C was advised that payment was required for
the calls that had been run-up. C was told that nothing else could be done as C had no
insurance for such an eventuality. C paid the amount and claimed to have cancelled the
contract. At this point C was under the impression that no more bills would be received for
the service. However, when the phone provider was taken over by T, C continued to
receive bills. Despite persistent complaining, the problem remained unresolved.

The evidence submitted to the Ombudsman was equivocal. It was clear that the billing
issue related to an unpaid amount following the cancellation of the monthly direct debit.
There was no evidence to suggest that the account had been cancelled. The Ombudsman
required no further action.
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9.0 Billing, Contract Termination
9.1

C signed up for a T phone on a 14 day trial period basis, but C was unhappy with the
service quality. C returned the phone after one week and the store assistant cancelled the
contract. C was provided with a cancellation number as confirmation. However, T
continued to bill C for two months. C contacted T and explained that the contract had
been cancelled and it was agreed that no further bills would be sent. After receiving a total
of 5 bills, despite assurance from T that the matter would be resolved, C complained to
the Ombudsman.

The Ombudsman required confirmation from T that C was not responsible for these bills
and C would be reimbursed for any costs incurred throughout the ordeal. The
Ombudsman also awarded a goodwill gesture in recognition of the time and effort C had
spent trying to resolve issue.

9.2

C received a letter from T explaining that an internet package was changing and C would
need to reselect an ISP. C chose to change service providers. C received a high bill and
rang T to make sure C was not paying for two services. T explained that it could not
access this information and C was advised to wait for the next bill. In the meantime, C
wrote to T to ensure the cancellation of the T internet package. After no response, C
contacted T again. C was advised that the letter had not been received, so C resent it. C
was unsure of the status of the T account and C found it difficult to resolve the problem.

The Ombudsman concluded that C had expected the T package to be cancelled when C
changed ISP. This was not the case, and although C was paying for the unwanted T
service, C benefited from it. The Ombudsman considered it unfortunate that the
cancellation letter did not reach its destination, but there was no evidence to suggest that
further action was required.

10.0 Billing, Contract Termination, Customer Service
10.1

C experienced a series of billing and customer service problems with T. C was credited
for the billing mistakes, but C decided to cancel the contract. The cancellation was
confirmed and C spent time arranging a PAC code. As C had not given 30 days notice for
the cancellation, T explained that C would be charged for the service for a further month.
C was informed that any incorrect charges incurred, and the PAC code charge, would be
refunded. C’s phone was not disconnected and no refund was received.

The Ombudsman thought the original refund offer was reasonable under the
circumstances. It was therefore required that this be actioned, and the account be set to
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zero and closed.

10.2

A block was put on C’s mobile phone after C lost it. As the contract was due to finish, C
requested an upgrade and a new contract. T advised that this could not be done as the
block was still in place. C therefore wrote to cancel the contract. T continued to send bills
for the service, so C requested a contract termination on several more occasions. T
advised that the contract could not be cancelled with amounts outstanding. A bar was
placed on C's other T phone until the amount was paid.

The Ombudsman was concerned by the lack of evidence submitted by T, and the
apparent apathy of T with regard to C’s missing letters. The Ombudsman required the
account to be cancelled as per the original cancellation request. All charges after the 30-
day notice period were to be waived.

10.3

C’s mobile phone was stolen; therefore, C bought a new phone and cancelled the old
account. However, it transpired that C was being charged for both accounts. This
continued for over 18 months. C was advised to write a cancellation request for the old
account; C did this several times to no avail. T disputed receipt of these requests despite
the fact that they had been sent via recorded delivery. C faxed the letter and when C did
not receive a monthly bill it was presumed the matter had been resolved. However, a bill
for the phone was later received. C wanted assurance from T that the account was closed
and C felt that T should have refunded at least some of the disputed payments.

The Ombudsman considered that T had made a serious billing error with regard to the old
account and made no real attempt to rectify the situation. The customer service had also
been poor. The Ombudsman required T to cancel the account as per the first request and
reimburse any line rental paid to the account to C. A goodwill gesture was also awarded.

10.4

C cancelled a T service as C was moving house. C was aware that 30 days notice was
required for the cancellation and did not consider this a problem. However, 3 weeks into
the notice period, C received a bill which included advanced line rental charges. AT
advisor told C to wait for an amended bill that would be sent at the end of the month. C
continued to receive bills for the service, but none of them were amended or correct. C
eventually received a bill which was correct except for a small non-Direct Debit charge. T
advised that the charge would be deleted from the system and the outstanding amount
was settled. However, C received another bill for the small outstanding charge. C wanted
to stop being billed by T, and to be compensated for the time and effort C spent trying to
resolve the complaint. C also wanted an apology from T.
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It was clear that T had not cancelled C’s account. Also, it had continued to apply a non-
Direct Debit charge, despite C complaining about this on several occasions. T had
eventually closed the account with zero balance, but it failed to inform C of this. Therefore,
an apology and a goodwill gesture were awarded.

11.0 Billing, Contract Termination, Promotional Call
11.1

C was erroneously signed up to a T service following a promotional call. A payment had
been taken for the service via direct debit as C had provided bank details during the call.
C complained to T and received an apology and an offer of a refund, but it took a further
two payments for the service. C therefore cancelled the direct debit. Instead of issuing a
refund, T sent letters requesting payments to be made via another method. C was then
informed that C would only be entitled to a partial refund as C had used the service. C
explained C’s initial cancellation request but was advised that nothing could be done.

The Ombudsman was of the opinion that the service should not have been set up without
C’s permission. A goodwill gesture was awarded and T was required to provide an
itemised bill to C explaining the origin of the charges.

12.0 Billing, CPS
12.1

C was using a Carrier Pre-Select (CPS) service along with a T phone line. C was paying T
for the line rental whilst the CPS service was paid for the cost of the calls. When C
received a bill from T, which included call costs, C contacted T immediately. C was
advised that the CPS service had been erroneously cancelled by T. T apologised and
offered to refund the call costs. C received another inaccurate bill and contacted T again.
T advised that it would contact the CPS service on C's behalf and resolve the problem.
Shortly after, C found that C’s phone line had been barred from making outgoing calls.

The Ombudsman required T to calculate the call costs that would have been incurred had
the CPS service been operational. T was required to refund the difference in call costs to
C. The Ombudsman also awarded a small goodwill gesture.

12.2

C used a Carrier Pre-Select (CPS) service to reduce the cost of phone calls. C contacted
T to cancel the service, but one month later C received a T bill. When this was queried, C
was advised that T required 30 days notice period for disconnection. Although C had been
unaware of this, C paid the bill. C contacted T again when C received a further two bills; C
was advised that there was no record of a disconnection request. The disconnection was
eventually carried out, but the two bills remained outstanding. C felt that the service
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should have been disconnected 30 days after the first request.

The Ombudsman sympathised with C, but confirmed that T had acted within the terms
and conditions of the service. In recognition of the mistake, T offered C a small credit and
amended the bills so as to only include call costs. The Ombudsman felt that this goodwiill
gesture was fair and reasonable under the circumstances. The Ombudsman therefore
required no further action.

12.3

C had used T for internet dial up and indirect access telephone numbers. This service
changed to a carrier pre-select one and C got a new dial up number for the internet. The
dial up number supplied was incorrect and resulted in large bills. C complained but found
advisors unhelpful. Written complaints received no response. C wished to be reimbursed
for the overcharged amount. T provided a refund, but C disputed the amount.

The Ombudsman required T to provide a breakdown of how the refund had been
calculated so that C could verify that C had received a full rebate. The Ombudsman also
awarded a goodwill gesture in recognition of the poor customer service experienced.

12.4

C chose a carrier pre-select service for C's telephone calls. C therefore informed T that C
only wanted to rent a line from it. However, on receipt of a T bill, C noticed that it had
billed him/her for calls. C complained and was advised that the next bill would be
amended, and any overpayments would be refunded. The problem was not amended and
the next two quarterly bills showed duplicated call charges. C complained to no avail. C
wished to cancel the service and be reimbursed for all overpayments.

The Ombudsman required T to recalculate the bills as though C was on a standard line
rental package. Any overpayments were to be refunded to C.

12.5

C had 4 business phone lines and wished to reduce the cost of calls on the lines. C
signed up for T's carrier pre-select service and all calls were to be routed via it. However,
C was billed for the same calls by both T and the line provider. T had also charged C a
nominal line rental for just one of the 4 lines. When this was queried, neither company
accepted responsibility for the mistake. As C did not want the service to be cut-off, C
continued to pay the bills from the line provider and the direct debit for the T service was
cancelled. C advised T of this but it took payment from C’s credit card instead. T advised
that it was within its rights to take the payment as C owed the money. C wished to ensure
that C was only being charged for calls once.

The Ombudsman sympathised with C as the problem had been caused by C'’s failure to
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change to a standard line rental package only. The problem was exacerbated by both
companies denying responsibility for the problem. The Ombudsman required T to
reimburse C with the cost of the line rental paid on the one line through which no calls had
been made. It was recommended that T advised its customers to change their line
connection to a standard line rental only.

13.0 Billing, Customer Service
13.1

C was experiencing problems with C’'s mobile phone. Whilst abroad, C discovered that the
phone had been cut off and C queried this with T. C was advised that T had not received
C’s payment. However, C’s bank disagreed. C contacted T again to try and sort the
matter, but the phone was not reconnected until 2 weeks later. A T advisor explained that
C’s payment had been retrieved and applied to the account. This happened a second
time, again whilst C was abroad. The same difficulties were experienced and T provided
no apology for the mistake. C asked for a breakdown of the bills but this was not supplied.
Further mistakes with billing led C to ask to be changed to a Pay As You Go arrangement.
T stated that C could not be released from the twelve month contract. C offered to pay the
charges up until the end of the contract so that C could be rid of the service. The contract
was eventually cancelled.

The Ombudsman awarded a goodwill gesture to C in recognition of the inconvenience
caused. Also, T was required to provide a letter which clarified all of C’s billing queries.
The letter was also to explain what happened to the misallocated payments.

13.2

C [who was patrtially sighted] asked T to provide large font bills as C could not read the
standard format ones. C informed T that C did not want to pay bills that could not be
checked. T failed to provide large font bills for 10 months and C was disconnected on four
different occasions through non-payment. C was finally provided with a large font bill on
A3 paper.

The Ombudsman considered the level of customer service provided by T to be poor. The
Ombudsman was pleased to note that a process to provide C with bills in the correct
format was eventually put in place. A small goodwill gesture was awarded to C in
recognition of the tardy customer service.

13.3

C arranged to have C’s telephone service restricted to local rate calls only. However, on
receipt of a T bill, C realized that this had not happened. C contacted T, and after an
investigation, it advised that it would deduct any erroneous call charges from the bill. T
also agreed to refund the cost of the barring service to C. C requested a revised bill and a
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breakdown of the credit applied. Despite complaining on numerous occasions, T failed to
action these requests.

T eventually actioned the agreed remedies; the Ombudsman was of the opinion that T
had made a full and honest attempt to rectify its error. However, the problems had
inconvenienced C, so a small goodwill gesture was awarded.

13.4

A change to T’s billing system meant that C had failed to receive C’'s monthly bills. C had
to call T and request a copy of the bill every month. C cancelled the direct debit for the
service as C was unwilling to make payments without first checking what the payment
was for. Also, C was aware that C would be charged if there were insufficient funds in the
account to cover the bill. C stated that on receiving the bills, C would pay the outstanding
amount off the account.

The Ombudsman confirmed C’s willingness to pay the outstanding amount on receipt of
the relevant bills. The Ombudsman was pleased to note that T was investigating the
problem. A small goodwill gesture was awarded for the inconvenience caused.

13.5

C requested a final T bill when C was moving to a new address. C provided the new
address to T but received nothing but a red reminder notice 4 weeks later. C contacted T
to request an itemised bill for the amount on several occasions, but this was not actioned.
The account was passed on to a debt collection agency.

The Ombudsman was of the opinion that C had acted appropriately and alerted T to the
change of address. It was not clear why C had failed to receive the requested copies of
the final bill. However, C had eventually received the final itemised bill and did not dispute
the charges. Therefore, C was required to pay the outstanding balance.

13.6

C’s mother died. Soon after, C received a letter for C's mother’s telephone account
explaining that it was in credit. The payment was to be issued to C. C complainedto T
when C heard nothing further. C was informed that the matter was being investigated and
would be resolved, but still no credit was received. At that point, C decided not to pursue
the matter any further. However, 2 months later, C received a final reminder for the
account which stated there was an amount owing to it. C complained further, but received
no reply other than a threat of debt collection action.

The Ombudsman believed that C had gone to great lengths to resolve the matter. The
lack of response to C’s letters highlighted a shortfall in customer service. The
Ombudsman awarded a goodwill gesture and a letter of apology for the upset and
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inconvenience caused.
13.7

C was unable to buy a T pay-as-you-go phone as the shop had run out of handsets. C
therefore ordered a handset over the phone and specified that C wanted a pay-as-you-go
tariff. C was also given cash-back on an old phone. C received the phone but did not use
it. The following month, T sent a bill for the service which showed that the phone had
been put on a contract tariff. C complained and was told that the mistake would be
amended. However, C received a further 2 bills and outgoing calls were restricted through
non-payment. C wrote to T on six occasions, but received no response. C wanted to
return the phone and be refunded for it.

T cancelled the contract and offered to waive the outstanding amount. Also, it offered to
refund the cost of the handset subject to proof of purchase. The Ombudsman felt that
these offers were reasonable. However, a further goodwill gesture and a written apology
were awarded in view of the customer service problems encountered.

14.0 Billing, Customer Service, Direct Debit
14.1

C was concerned by the non-receipt of any bills for a T mobile phone service. C
complained and was advised that the matter would be sorted out. However, no payment
was taken and no bills were received. C complained again and was advised that nothing
was owed on the account, despite the fact that C had used the service. T called C with
regard to a fraudulent direct debit being set up for payment of the account, but C
confirmed that the direct debit details on the system were correct. The phone was then
disconnected; the service was only restored over 2 months later, after C had gone to
great lengths to resolve the problem. C confirmed that C had never refused to pay for the
service, and C continued to pester T for a bill for the account.

The Ombudsman concluded that C had done everything that could be expected of a
diligent customer. As T had eventually discovered an error which had occurred when the
account was first registered, it had offered to waive all charges for any previous usage of
the phone. Although the Ombudsman found this resolution to be fair, it was considered
concerning that T had not investigated the problem sooner. T was recommended to
address this problem with its staff.

15.0 Billing, Customer Service, Duplicate Account
15.1
C was offered a replacement handset when C was renewing a T contract. The handset

was dispatched but did not arrive. C was promised a small credit in recognition of the
inconvenience caused, but this was not received either. Meanwhile, C learned from
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another source that the handset model offered had been recalled by the manufacturer as
it was faulty. C was disappointed that T had not informed him/her of this. C also
experienced billing problems as a duplicate account had been set up in C’'s name. Despite
trying to complain on numerous occasions, C did not get a satisfactory response.

The Ombudsman required T to cancel the spurious account and refund any monies paid
to it in error. As the level of customer service provided by T was so poor, a goodwill
gesture was awarded. The Ombudsman required any promised goodwill gestures to be
paid to C also.

15.2

C was issued with a mobile phone number whilst waiting for C’'s own phone number to
port to the T network. C experienced handset problems and it was three weeks before the
number was ported properly. T failed to cease the temporary number when the new one
was ported, and C received 2 bills. C informed T of this many times, and was eventually
credited the amounts that had been taken erroneously. C assumed that this meant the
problem had been solved; however, C continued to receive bills for both accounts. The bill
relating to the temporary account was showing calls made from the ported number. C
complained to T and requested to cancel the contract, but C was advised that a
termination fee would have to be paid for the cancellation to go ahead. C was appalled at
the level of customer service provided, and C wished to be released from the contract
without penalty.

T admitted that it had been slow to resolve the problems as there were so many. T
therefore offered to release C from the contract without penalty. The Ombudsman
recommended that C gave the offer serious consideration. The Ombudsman also required
T to provide a letter of apology to C.

16.0 Billing, Customer Service, Faulty Handset
16.1

C experienced problems with dropped calls and failure to receive calls. C complained, and
the complaint was escalated to the Executive Office. C claimed that T offered to release
him/her from the contract. C was also advised to return the handset, and then C would be
reimbursed the cost plus extra compensation. C returned the phone in packaging
provided by T. C received a bill showing that the account had not been cancelled, so C
complained to T again. C continued to receive monthly bills for line rental and notices of
unpaid accounts. C wanted compensation for the undue stress the matter caused. T
offered to refund the cost of the handset to C and pay a goodwill gesture.

The Ombudsman was of the opinion that T had acknowledged that it had made errors
concerning the complaint. The offers made by T were deemed reasonable and it was
recommended that these were seriously considered by C. The Ombudsman

recommended that T implement systems to minimise the risk of this happening again.
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16.2

C experienced poor service from the beginning of C’s contract, and C found it difficult to
organise a replacement handset. C was allegedly advised that two month’s line rental
would be refunded as the service was unusable. However, no replacement handset and
no refund were received. C cancelled the direct debit for the service, but C continued to
receive bills. C was worried that C’s credit rating would be affected. C believed that C
should not have to pay for an inaccessible service.

The Ombudsman considered the service received by C to be of a poor standard. The
Ombudsman deemed T'’s offer of an upgraded handset and goodwill gesture, or a
contract cancellation without penalty, to be reasonable in view of the evidence provided. It
was strongly recommended that C seriously considered the proposed options.

16.3

Soon after purchasing a T phone, C noticed a fault with the battery. At first the phone
would only hold a charge for a few hours, but after a couple of weeks it went totally dead.
C returned the phone and a replacement was sent, but it did not have a charger. C had
been left without a usable phone for 5 months and therefore did not want to pay the bills
for line rental etc.

The Ombudsman understood C's frustration, but as T had offered to close the account
and waive any outstanding charges, no further action was required.

16.4

C experienced many billing problems after signing up with T. These problems resulted in
C’s phone being barred through non-payment. C was also unhappy about the standard of
service offered by the network. C complained, but C’s correspondence was not
acknowledged by T. The matter was passed on to the Ombudsman.

The Ombudsman found that there was little evidence submitted to substantiate the
complaint. The Ombudsman was of the opinion that T had acted within the terms and
conditions of the service when barring the phone. T was required to carry out a series of
diagnostic tests in order to improve the level of service that C was receiving.

16.5

C complained that C had experienced difficulties making and receiving calls. T advised
that this was due to teething problems and things would improve. The problems continued
and C complained on numerous occasions, but C received poor customer service. C
received no response to C's letters apart from bills and threats of debt collection action.
When C requested a contract termination, C was advised that a fee would be imposed. C
refused to pay for the service after the initial disconnection notice period.
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The Ombudsman was of the opinion that T had been given ample time to respond to C’s
complaint. T was required to cancel the contract without penalty, as per the initial
cancellation request. The Ombudsman also required C to be reimbursed any monies paid
to the account following the disconnection.

16.6

C experienced difficulties making and receiving calls. T advised that this due to teething
problems and things would improve. Despite complaining on numerous occasions, the
problems continued. C only received bills and threats of debt collection action in response
to C’s correspondence. C wished to be released from the contract without penalty.

The Ombudsman was of the opinion that T had been given the opportunity to respond to
C’s complaint. T was required to cancel the contract without penalty, as per the initial
cancellation request. The Ombudsman also required C to be reimbursed any monies paid
to the account following the disconnection. C was required to return the handset to T.

16.7

T assured C that C’'s number could be ported to its network. However, C experienced a
number of problems including incoming calls going straight to voicemail and an inability to
make calls. C arranged for the handset to be repaired on several occasions, but when this
was finally done, it failed to solve the problems. C’s phone was then barred for non-
payment and C was told that there were bills outstanding. C complained to T that the
phone still did not work, but C was told to continue paying the bills to prevent debt
collection activity.

The Ombudsman was concerned that C had suffered technical problems for a long period
of time. It was recognized that C’s experience of T had been poor. T therefore agreed to
release C from the contract from the time when C lost service. The Ombudsman also
required any charges paid after the cancellation date, excluding call charges, to be
refunded to C.

17.0 Billing, Customer Service, Faulty Line
17.1

C agreed to be connected to T following a promotional call. T advised that C’s supplier
would be contacted and C would be called to confirm that the transfer had taken place. T
was also to provide a new telephone number to C. C heard nothing further from T, but
began to receive bills for the service. Under the advice of a T representative, C ignored
the bills. However, the account was then passed over to a debt collection agency. C
complained and was advised that C would be liable for line rental payments even though
C had not used the service as it did not work. C paid the charges but was advised that an
early termination fee would need to be paid in order for the account to be cancelled. C
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therefore waited for the service to be activated, but C found it to be intermittent before it
was cut-off through non-payment. This was the result of billing problems caused by
incorrectly addressed and mis-calculated bills. Despite complaining on numerous
occasions, C found it very difficult to resolve the problems.

The Ombudsman found that C had experienced extremely poor customer service. It was
also found concerning that nobody within T attempted to resolve C’s problems. The
Ombudsman required T to recalculate all of the bills for the service. C was required to pay
anything owing on the account, when C was happy that the bills had been calculated
correctly. However, T was required to pay a substantial goodwill gesture to C in view of
the stress and inconvenience caused.

18.0 Billing, Customer Service, Misinformation
18.1

After a change to T’s dial-up system, C was issued with a new dial-up number for internet
access. However, C could not access the internet using this number. C complained to T
and was advised to stop using a T box on the line as it was no longer required. C pointed
out that C should have been made aware of this when the change first occurred. Also, C’'s
bills increased to twice the usual amount. C queried this but T was unable to provide an
explanation. Upon receipt of an itemized bill from T, C realized that the charges were for
calls made to customer services when C was trying to resolve the internet access
problem. C complained and was advised that the account would be credited for half of the
bill and that no debit would be taken for the amount. Although the credit was actioned,
payment was taken, resulting in bank charges due to insufficient funds.

The Ombudsman was of the opinion that C had experienced difficulties with both the T
service and billing. However, it was clear that T had addressed C’s complaint and the
charging discrepancies on the account. T also provided an apology for the mistake. The
Ombudsman awarded a small goodwill gesture for the length of time it had taken to
resolve the complaint.

19.0 Billing, Customer Service, Mis-selling
19.1

C requested information about T'’s service, and during the conversation C provided bank
details and an email address. At no time did C agree to a contract of any kind. C received
a welcome letter from T and realised that C had been connected to T services. C queried
this with T and informed it that no equipment had been provided. Equipment was then
sent, but C immediately returned it with a covering letter stating that C did not wish to use
the service. T took payment for the service via direct debit without C’'s consent. When C
cancelled the direct debit arrangement, C was pursued by T for the outstanding bills. C
also attempted to sign up with an alternative service provider, but T cancelled the new
services. This left C without a landline. Despite numerous complaints to T, the problem



21

remained unresolved.

The Ombudsman concluded that it was clear that C did not want the T service. It was
also clear that C was unable to use the T service. The Ombudsman required T to waive
the outstanding charges and transfer the line to another supplier. Confirmation that this
would not affect C’s credit history was also required.

19.2

C claimed that a T representative had obtained C’s bank details by making false
statements. Additionally, T used the bank details to claim money without notification of C,
for a service that was neither requested nor supplied. C tried to communicate these errors
but experienced poor customer service from T. T gave a full refund for the service after 17
days.

The Ombudsman was of the opinion that C had received a shortfall in customer service
relating to T's gradual written response to C’s complaint. However, it was also
acknowledged that T had provided a full refund for the erroneous account. A small
goodwill gesture was awarded in recognition of T's poor selling practices.

19.3

C considered that C had been mis-sold a T package. C claimed that C had been advised
that all local and national rate calls were included in the monthly fee. C was not aware of
any exclusion from the package or the need to redial after 60 minutes for the call to
remain free. C was also given differing information regarding charges for the TV service.
C realized the error when C received a huge bill from T. C contacted T but found it difficult
to escalate the matter. Although T acknowledged the complaint, it refused to cancel the
contract or refund the charges. C incurred bank charges as a result of the
misunderstanding and C wished to be reimbursed for these.

The Ombudsman was of the opinion that there was insufficient evidence to determine
whether the package had been deliberately mis-sold. C did have access to the relevant
pricing information in the provided T literature. The Ombudsman considered the level of
customer service experienced by C to be poor. A goodwill gesture was therefore awarded
in recognition of the poor level of customer service and the possible mis-selling of the
package.

20.0 Billing, Customer Service, Network Coverage
20.1
C experienced many problems with 2 T contract phones from the outset. However, C had

difficulty getting through to T to cancel the contract during the cooling off period. Because
this period had lapsed, T advised that C was liable for charges for a full year. C continued
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with the service but experienced poor network coverage and dropped calls. C also
reported a faulty handset, but T failed to send a replacement. C downgraded to a
minimum payment package for a time as the service was so poor. However, when the
service began to improve, C asked to change back to the original plan. This was not
actioned, and T customer services failed to help to resolve this. C wished to cancel the
account without penalty.

It was clear to the Ombudsman that C had experienced very poor customer service. T
was therefore required to return C to C’s package of choice, and recalculate the bills
accordingly. Also, replacement handsets were to be provided along with a goodwill
payment.

21.0 Billing, Customer Service, Network Coverage, Number Porting
21.1

C was mis-sold a T service and experienced many problems with it from the outset. The
problems included dropped calls, poor network coverage, software incompatibilities,
incorrect porting, billing errors and poor customer service. C complained on numerous
occasions but received little response. The problems continued for over 6 months despite
reassurances from customer services.

The Ombudsman agreed that C had experienced significant issues with the T service for
a number of months. C had raised these issues with T, but its log notes failed to
document them. The evidence submitted showed that C had not received full benefit from
the package C was paying for. The Ombudsman was pleased to note that T had offered
to cancel the contract without penalty and pay a goodwill gesture. However, it was
considered that this offer did not fully compensate C for C’s trouble. The Ombudsman
therefore required T to refund 50% of C’s line rental costs for the 12 month contract.

22.0 Billing, Customer Service, Number Porting
22.1

C assumed that C's T contract had ended when a PAC code was issued and the phone
was ported to another service provider. However, T continued to take line rental payments
for the account. C complained to T about this on numerous occasions and the matter was
escalated. C was advised that the money would be refunded, but this was not actioned. C
received a small credit in the form of a cheque, but it was unclear what this money related
to. C wanted all payments to be refunded and a gesture of goodwill as C felt that the level
of customer service had been poor.

From the evidence submitted to the Ombudsman, it was not made clear whether the T
was aware of the number porting to another provider. The Ombudsman required T to
refund the monies taken for line rental after the account had been cancelled. This was
because C was receiving no benefit from the T service.
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23.0 Billing, Customer Service, Pricing Plan
23.1

C set up a direct debit to pay for an upgraded service, but C noticed that a large payment
had been taken without prior warning. C complained that C was not advised that the
amount would be debited at any time. It transpired that the bills for the service had been
sent to an incorrect address, and when C had to request copies of the bills. C also
experienced poor customer service when C asked to change to a lower tariff. C opted for
a high monthly fee in order to get the handset free, but was advised by a sales person
that this could be changed after one month to a more suitable package. However, when C
asked to change tariff, it was not actioned. C visited the T store again and was told that
the change had been made, but T's procedures failed and C ended up paying for a more
expensive package than necessary. C forwarded paperwork to the Ombudsman showing
that the tariff change had been made. C wanted a refund, compensation and an apology
from T.

The Ombudsman was concerned by the poor customer service experienced by C. T was
required to amend C'’s bills to reflect the contract change as per the first request. Any
overpayments were to be refunded back to C. It was unclear whether T had paid a
goodwill gesture that was shown in T's log notes. This was to be credited to C, if it had not
already been. A full explanation and apology was also awarded.

23.2

C asked to change to a specific monthly payment plan where C would pay a fixed amount
per month. Despite many verbal and written requests, the payment plan was never
applied to the account. C was unhappy with the size of the bill that C received for the
service as it was a quarterly bill instead of a monthly one. Despite complaining
persistently, the matter remained unresolved. C wanted to be billed as per the monthly
pricing plan, and C would only pay for the account on that basis. T disconnected the
phone and advised that it would not be reconnected until the bill was settled. C felt that
the problem was due to T's incompetence and C wished to change to a monthly payment
plan and be reconnected with a new number.

T did not appear to have any record of C’s requests to change to the monthly payment
plan. It was noted that C had requested quarterly billing and this had been actioned.
Based on the evidence available, the outstanding amount on the account was deemed
valid and C was required to pay it. However, T was required to arrange a mutually
agreeable repayment plan for the outstanding money. T was also required to provide a
letter detailing the price plans available to C, as the one that was originally requested was
not suitable for C’s needs.

23.3

C opted for a small business package that was suggested by T, because broadband
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internet was not available in C’s area. T advised that C could swap to a broadband
connection without penalty if it became available in the area in the future. When C
received invoices for the service, it was clear that C’'s domestic line had merely been
converted to a business line, and C lost all preferential packages offered on the domestic
service. C complained and was advised that a credit would be applied to the account. C
believed that the correct price plan was in place, but when the next T bill was received, it
was much larger than anticipated. C was unhappy as it was the internet calls that
appeared to be the main problem, even though C had explained C’s usage needs when
signing up. A further high bill was received and C complained again. T advised that the
bills would be recalculated, but C was convinced that the recommended tariff was not
suitable for C’s needs.

C initially requested information relating to a T package which would best suit C’s
requirements. However, it appeared that C had been misadvised. It also appeared that
C’s account had eventually been changed to a more cost effective package albeit without
C’s agreement. C had also been credited with overpayments when the bills were
recalculated as per the new price plan. The Ombudsman awarded a goodwill gesture in
recognition of the length of time it had taken to resolve the complaint.

24.0 Billing, Customer Service, Privacy Issues
24.1

C had an arrangement with T that C’s bills would be provided in Braille as well as print.
After two years of this arrangement working well, C failed to receive any bills for the
service. This continued for four months. C was unhappy because payments were taken
from C’s bank account when C was unable to check the invoices. Requested copies were
never received. C complained on numerous occasions and was advised that the bills had
been sent. When C finally received one of the Braille bills, two of the pages referred to
another customer. C informed T immediately.

The Ombudsman was of the opinion that there was no evidence to show that T had
investigated the problems raised by C. The Ombudsman therefore awarded a goodwiill
gesture for the inconvenience caused. All the missing bills were to be reissued for C's
inspection. T was also required to investigate the cause of the errors highlighted in C’s
complaint.

25.0 Billing, Customer Service, Promotional Call
25.1

C was offered a T mobile phone during a promotional call. C eventually agreed to the
phone as the sales representative had advised that the phone could simply be returned if
C decided against it. C received the phone but returned it one week later by recorded
delivery. C then received a bill for the service. C wrote to T and explained that the phone
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had been returned and asked for confirmation that the account had been cancelled. C
also confirmed the cancellation of the direct debit. C received another bill for the service
the following month. C’s complaint was escalated to the T legal department which
reduced the bill to a small amount. C received an amended bill for this amount, but was
unwilling to pay it.

The Ombudsman considered that C had been subjected to dubious sales techniques and
poor customer service. T was to clear the outstanding balance on the account and provide
a written apology and a goodwill gesture. The Ombudsman also required T to investigate
the conduct of the relevant sales representative in this case.

26.0 Billing, Customer Service, Request not actioned
26.1

After one year of a T contract, C asked to cancel the service and gave one month’s
notice. C was advised that, in order to retain C's custom, T was prepared to upgrade C’s
handset, give three month’s free line rental and supply free itemized billing for one year. C
therefore agreed to renew the contract on the condition that these offers were actioned.
Three days later, C received a new handset but also a bill for the service. C complained
as it was agreed that this charge would be waived as part of T's offer, but C received no
refund. Also, the itemized billing was not provided. C complained to no avail. C informed T
that no more payments would be made to the account and that C wished to terminate the
contract.

There were many inconsistencies between the accounts of C and T. However, the fact
that C had contacted T every month to query the lack of itemized billing suggested that
the service was not being provided when it should have been. There was clearly some
confusion between the two parties. As T confirmed that the original offer was made to C, it
was required to provide itemized copies of all the bills for the service and ensure that the
three month’s free line rental had been applied to the account. In addition a small goodwill
gesture was awarded, but C was required to pay any outstanding amounts off the
account.

27.0 Billing, Direct Debit
27.1

C had attempted to make pro rata payments to T via direct debit. However, C was
informed that the direct debit details C had provided were incorrect. C agreed to pay this
and future bills over the phone with a debit card. C noticed that an extra payment had
erroneously been taken from C’s bank account and complained to T. C was advised that
the amount would be credited to the next bill but this did not happen. The amount was not
credited to subsequent bills and the account went into arrears. Despite constant
assurance from T that the bills would be rectified, the matter remained unresolved. After
months of complaining, C was eventually able to pay the corrected outstanding balance
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but wished to terminate the contract without penalty. T agreed to terminate the contract or
pay a goodwill gesture to C in recognition of the poor service.

The Ombudsman considered the options offered to C to be fair and reasonable. The
Ombudsman required a small goodwill payment to be made in addition to the contract
termination.

28.0 Billing, Direct Debit, Promotional call, Slamming

28.1

C expressed a mild interest in an internet package offered by T during a promotional call.
C asked for some information about the service, but upon receiving it, decided not to
continue with the set up. However, upon inspection of C’s bank statement, C realized that
T had taken two payments for the service. C contacted T and was assured that
connection would be cancelled, and the monies would be refunded. No refund was
received despite C sending three letters of complaint.

The Ombudsman was of the opinion that the information provided by T could have been
misinterpreted by C. However, the Ombudsman was pleased to note that the error had
eventually been rectified by T. A small goodwill gesture was awarded in view of the
confusion caused by the initial sales call.

29.0 Billing, Disconnection
29.1

C contacted T to transfer the services to another property, as C was moving. T advised C
to contact it on the day the service needed to be transferred over. C did not contact T as
there was a delay in the move, but C’s phone was disconnected a week early. The phone
was reconnected until the day of the move. C continued to make payments for the
account at the new property. Six months later, C received a threatening letter from T for
the account at the old property. C believed that T had charged him/her for reconnecting
the line which had been disconnected in error. C was also being charged for the services
at C’s old house. C contacted T on many occasions to resolve the problem, but felt that T
was doing nothing to help.

The Ombudsman considered that T had responded to C’s concerns and investigated the
matter. The Ombudsman required T to provide C with a copy of the itemised bill for the
old property, including an explanation of the charges. Other than this, no further action
was required.
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29.2

C arranged for C’s telephone line to be disconnected when moving house. However, the
line was disconnected a month early then reconnected with a new contract. C’'s next bill
included a charge for the erroneous disconnection. Also, the bill did not reflect the loss of
service for the three day period between disconnection and reconnection. C therefore
disputed the bill. T advised that C would be credited with a goodwill gesture and an
amended bill was sent. C paid the bill by phone, but T began debt recovery proceedings
for the amount. T issued C with a letter of apology and an offer of compensation. C was
unhappy with the offer as C had suffered a lot of stress and incurred high mobile phone
bills as a result of the problem.

The Ombudsman was of the opinion that T's offer was fair and reasonable under the
circumstances. No further action was required.

30.0 Billing, Disconnection, Service Transfer
30.1

C was moving house, and was advised that C would have to change service providers as
the new area was not covered by T. As it was not possible to transfer C’s telephone
number, C requested that T divert calls to the new number for three months. Although T
initially agreed to this, somebody else required the T service at the old property. It
therefore advised that this could not be done. C was given 21 days notice to disconnect
the line. C was unhappy with this and complained to T and OFTEL. As a result, C
received a letter explaining the situation. T insisted that nothing could be done, yet C
continued to be billed for the divert service. C received little response to letters of
complaint.

The Ombudsman was of the opinion that C had received mixed messages from T. The
Ombudsman required T to cancel the contract as per the disconnection arrangement. T
was also required to recalculate C’s bills in accordance with this. C was required to pay
any outstanding charges up to the disconnection date.

30.2

C had signed up for a carrier pre-select service, but wished to cancel it before the stat
date, as C had found a better deal. T advised that the cancellation would be actioned
immediately. This was not the case, and C was billed for duplicate call charges. C
complained and was promised a call-back from a supervisor, but this did not happen. C
attempted to escalate the complaint, but received no replies to correspondence. T
eventually agreed to investigate the matter, but C heard nothing. C wanted a full refund
and assurance that the account was finally cancelled.

The Ombudsman was of the opinion that T had taken an excessively long time to resolve
the complaint. However, T recognized the fault and offered to refund the charges incurred
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after the cancellation date. T also offered to provide a goodwill gesture and a letter of
apology. The Ombudsman found these offers to be a fair and reasonable resolution.

31.0 Billing, Disputed Charges
31.1

C purchased a mobile phone on behalf of C’'s daughter and the bills on average were
relatively low. When C’s daughter went on holiday, she had made international calls,
which, as expected, had resulted in a larger bill than usual. However, C discovered that
the phone was then barred. C’s daughter contacted T to query the bar and was advised
that it had been applied in error. After being assured that the bar would be lifted, the
phone remained barred. C phoned T and was advised that the bar was due to a very large
amount outstanding on the account. It was not possible that C’'s daughter had made
telephone calls in question and C suspected a fault on the line due to the number of
repeat calls. Poor customer service meant that C felt pressured into paying the large bill.
The matter remained unresolved and it was passed on to a debt collection agency.

The Ombudsman sympathised with C, but felt that the evidence available showed that the
calls in question were made from the handset and SIM card. The Ombudsman concluded
that the charges were to be paid. No further action was required from T.

31.2

C disputed charges for text messages on C’s bill, as these should have been included in a
T package. T was informed of the mistake, and it agreed to rectify the problem and apply
a credit to the account. The problem recurred and C complained again. The billing issues
caused C to cancel the direct debit for the service. T then placed a call bar on the phone
through non-payment. T would not allow C to pay only the undisputed amount of the bill.
C paid for the phone to be reconnected, but the billing problems continued. C eventually
cancelled the contract as C was very unhappy with the customer service.

The Ombudsman agreed that C had suffered a poor level of customer service, and
despite many assurances, the account problems were never corrected. The Ombudsman
therefore required the appropriate credits to be refunded to C, and a small goodwiill
gesture was awarded.

31.3

C had arranged for a broadband connection to be installed. However, when the engineer
arrived, C was advised that a hole would have to be drilled through an exterior wall. C
therefore had only a TV connection installed. The engineer advised that the office would
be notified of the change. C noticed that C was being charged for the broadband service
on inspection of a T invoice. C complained and was told that a credit would be applied to
the account. This did not happen, and C continued to be billed for the broadband service.
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T credited C’s account with the disputed amount, remedied the problem and provided a
letter of apology. The Ombudsman also awarded a small goodwill gesture in recognition
of the poor level of customer service suffered by C.

32.0 Billing, Duplicate Account
32.1

@ signed up for a promotional package with T and received the first bill for the service
without problem. However, a few days later C received a bill for an erroneous account. C
complained to T's customer services and was assured the problem would be sorted.
Despite this, C received a demand letter for the second account. T once again assured C
that the problem would be resolved. C was concerned that C’s credit rating would be
affected as T was threatening debt collection action. T informed C that the erroneous
account had been closed. C then received an incorrect bill for the real account as it did
not include C'’s free talk time allowance. C complained on several occasions, but the
matter remained unresolved.

The Ombudsman considered the level of customer service suffered by C to be poor.
Assuming that the billing issues had been rectified, the Ombudsman required T to provide
a written apology and also make a goodwill payment to C in recognition of the stress
caused.

32.2

C set up a T account via the internet. On C’s first set-up attempt, an error message
appeared, but when C retried it was successful. C received a call from T asking if C had
meant to set up 2 accounts; C explained what had happened and was advised that it
would be sorted out. At the end of a trial period C cancelled the service; however, C then
received a bill for the duplicate account. C queried this with T and was advised that the
duplicate account remained open. C complained but was not happy with the proposed
50% reduction of charges.

The Ombudsman considered the handling of C’s account as demonstrating poor customer

service. However, it was recognised that T had admitted the mistake and offered a
reasonable goodwill gesture. The Ombudsman required the offer to be reinstated.

33.0 Billing, Duplicate Account, Number Porting
33.1
C experienced problems with number porting and billing. C was receiving two bills: one for

the real account and one for another account. C had set up only one direct debit and was
paying the bill that C believed to be for the real account. C complained to T on nhumerous
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occasions, and C was advised that the erroneous account would be cancelled. T also
explained that the money paid to the real account had been transferred to the erroneous
one, but C was assured that this would be corrected prior to the cancellation of the
spurious contract. However, the real account showed monies outstanding that C did not
agree with, and as a result, the phone was barred for non-payment. C wished to cancel
the contract without penalty and return the phone to T.

As T accepted that it had made mistakes, the Ombudsman considered the resolutions
offered by T to be fair and reasonable. These were:

1) both accounts were cleared and set to zero with the monies already paid transferred to
the correct account plus a free handset upgrade, or,

2) contract termination with no early release penalty, accounts set to zero with nothing left
to pay, plus C was to keep the handset.

34.0 Billing, Faulty Handset
34.1

C [a self employed cab driver] depended on a T mobile phone for work. C complained to a
T store about the handset battery life as it was insufficient for C’s needs. The store
advised C to purchase a new battery but a T advisor agreed to send a replacement
handset. C was concerned that C was losing business as the poor service made it difficult
for customers to contact him/her. The replacement phone did not arrive; therefore, C
informed T that C wished to cancel the contract. Poor customer service meant that C
received no response to C’s correspondence for two months. C eventually received letters
confirming the organisation of a replacement phone and an investigation into the matter.
C also received a letter threatening court actions for unpaid bills, and suspension of
services. C wished to be released from the contract and return the phone with no money
outstanding. T offered to release C from the contract or upgrade the handset

The Ombudsman required that the contract was terminated without penalty and also that
the outstanding balance was cleared. In view of the inconvenience caused, a goodwill
gesture was also awarded.

34.2

C experienced technical problems with a T phone and C was not receiving bills on time. C
was unhappy that the direct debit for the service was being taken before C could check
the invoice. Despite complaining, the problems continued. The billing difficulties meant
that T had broken the terms and conditions of the service, therefore, C wanted to be
released from C’s contract without penalty.

The Ombudsman agreed that C had experienced a series of problems, however, it was
also recognized that T had made efforts to resolve the issues. The Ombudsman required
T to provide a written apology and confirmation that the billing issues had been rectified.
An upgraded handset was also awarded to remedy the technical problems that C was
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experiencing.
34.3

Only 3 days into C's T contract, C had reason to complain and was asked to be patient. C
experienced many problems including dropped calls, handset interference and battery
problems. T was advised of these issues on many occasions and was informed that C no
longer wanted to pay for an unobtainable service. However, poor customer service meant
that C found it difficult to escalate and resolve the complaint. When T eventually
responded to C, it advised that C would be released from the contract and any amounts
outstanding would be cancelled. The contract was cancelled and C received a further bill
for the service. T advised that there was no record of offering to waive any outstanding
charges.

The Ombudsman was of the opinion that the offer to cancel the service without penalty
was fair and reasonable. As C was unable to substantiate the offer of waiving the
charges, no further action was required.

35.0 Billing, Faulty Handset, Network Coverage
35.1

C experienced numerous problems with 2 T phones. These included network coverage,
dropped calls and billing. C complained to T as it was essential for him/her to have a
reliable phone connection. Although T had attempted to resolve the problems, they
continued. C therefore requested to cancel the contract.

T accepted responsibility for the issues, and apologized to C. T also offered a free
handset upgrade or termination from the date of the original request. However, if C chose
contract cancellation, C was required to pay either the call charges or line rental up to the
date that the termination was actioned.

36.0 Billing, Faulty Handset, Restricted Services
36.1

After experiencing many problems with a T handset, C exchanged it for another model. T
advised that this would solve the difficulties, but they continued. C made a number of
complaints regarding this. C also experienced billing problems which resulted in the
disconnection of the service for 7 days. C found escalation of C’s complaint difficult, and
although T offered one month'’s free line rental as compensation, this was not actioned. C
wished the billing errors to be rectified, to have the restriction lifted from C’s line, and to be
recompensed for the inconvenience caused.

T offered an upgraded handset in order to resolve the technical problems. The
Ombudsman found this fair and reasonable under the circumstances. T was required to



32

apply the offer of one month’s free line rental to the account. T was also required to
ensure that all billing problems had been rectified.

37.0 Billing, Incorrect Pricing Plan
37.1

C requested international roaming on C’s mobile account, but was advised that a deposit
would be required for that facility to be activated. It was agreed that the deposit would be
paid back to C in the form of a cheque, but T credited the account by mistake. C also
asked for C's tariff to be changed, but this was not done as promised. T offered a goodwiill
gesture for the period during which the tariff change was not in effect. However, C was
unhappy and cancelled the direct debit for the service.

The Ombudsman was of the opinion that there had been a delay in the agreed tariff
change. It was therefore required that T increased its goodwill payment offer to better
reflect the length of time that the tariff went unchanged for. The Ombudsman found that T
had followed normal procedure with regard to C’s deposit; therefore no further action was
required regarding this.

38.0 Billing, International Calls
38.1

C was unhappy as C had been charged for international calls that had not connected. C
felt that the billing procedure was unfair. T attempted to explain the charges, but C did not
accept them. C was not prepared to pay for calls that had not connected although C did
pay a large portion of the disputed bill. C had reached deadlock with T.

The Ombudsman sympathised with C, but was satisfied that the calls had been charged
for correctly. The Ombudsman required C to make arrangements to pay the outstanding
balance.

39.0 Billing, Line Connection
39.1

When asking for a T line to be connected, C was asked to provide C’s birth certificate,
copies of utility bills, and a medical certificate. C provided these things as proof of name
and address. T then requested a passport or driving licence, but C was unable to provide
these. In the meantime, C was billed for two days line rental then the line was
disconnected again. C complained, but was told that if C provided a copy of a medical
card, the line would be connected. The line was not connected.
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The Ombudsman was of the opinion that T was entitled to decide what evidence it
required to support the applications of new customers. In essence, the matter was
deemed a commercial decision and the Ombudsman urged C to provide the requested
documentation if C wished to go through with the connection.

40.0 Billing, Mis-advising
40.1

C opened four mobile accounts. All of the accounts were settled via direct debit, and all
were subject to credit limits. The accounts were transferred to T when it took over the
original service provider. Upon takeover, the account tariffs were changed, resulting in a
much larger bill than usual. C complained and was advised that the problems would be
sorted, however, problems continued with one of the accounts. Although the complaint
was escalated, it remained unresolved.

The Ombudsman considered that C had been mis-advised by T. However, T's stance on
credit limits was made clear in its correspondence. Also, the Ombudsman was of the
opinion that C had a responsibility to monitor the usage of C’s own accounts. T was
required to reduce the outstanding amount by 20% as a goodwill gesture reflecting the
responsibilities of both partie

41.0 Billing, Mis-advising, Promotional Package
41.1

C had a second T phone line installed and opted for a promotional call plan on the line. C
believed that the promotional package included all internet and landline calls. However, C
received a bill showing a large number of call charges. C complained to T about the bill,
but did not receive the promised call back. C asked for a written reply and received one
stating that the call charges were correct and that the calls were not included within the
price plan. C maintained that C was not aware of any exclusion from the plan and felt
misled. The complaint was escalated and T issued a deadlock letter

The Ombudsman accepted that T had provided C with information detailing exclusions
from the package, albeit in the small print. However, it was apparent that the T advisors
did not make C fully aware of the package details when C agreed to it. The Ombudsman
required that the cost of the service charge less the cost of the normal line rental was
refunded. The Ombudsman felt that both parties had a responsibility in accepting the
contract, and therefore required that C was reimbursed for half of the call costs.
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42.0 Billing, Pricing Plan
42.1

C signed up to the T network and chose a monthly package with a free minute
entittement. However, C claimed that C had not received the benefits of the package. C
complained, but C had no response.

The Ombudsman was of the opinion that the problem was caused by a misunderstanding
between T and C. An apology and a letter clarifying the pay-in-advance payment schedule
were required from T. The Ombudsman also awarded a small goodwill gesture.

43.0 Billing, pricing Plan, Restricted Services
43.1

C took out two contracts with T, on two different tariffs. However, when C received the first
bills for the service, C realized that the tariffs had been applied to the wrong accounts. C
contacted T many times to sort the problem out, but experienced poor customer service.
Promised call-backs were not received and the problem continued. T refused to correct
the bill until the outstanding amount was paid. C paid a portion of the bill, but the
accounts remained inactive and T advised that they would only be activated if the
remainder of the bills was settled. C wished to be released from the contracts.

T offered to correct the tariffs and recalculate the bills accordingly. The Ombudsman
considered this offer to be reasonable, but also required T to provide a letter of apology.

44.0 Billing, Promotional Call, Service Transfer
44.1

C requested an information pack from T during a promotional call. C also provided bank
details during the call, but at no time agreed to enter a contract. The information pack was
never received. Despite the fact that C had continued to use the services of another
provider, C noticed that T had taken money without permission. C queried this but
received no response. C continued to send letters to a variety of T addresses but only
received replies from a debt collection agency.

T offered to close the account and set it to zero and it initiated a small refund. As T had
made some effort to resolve the complaint, the Ombudsman required no further action.
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45.0 Billing, PRS Calls
45.1

C disputed numerous premium rate calls on C’s bill. After speaking to a T complaints
manager, an investigation into the integrity of the telephone line was performed. T also
provided C with the phone number for ICSTIS. C put a lot of time and effort into locating
the PRS provider and investigating the cause of the bill. C maintained that C did not know
how these calls had originated. Although C believed that T had provided a good level of
customer service, C was not happy that the matter remained unresolved.

The Ombudsman appreciated C’s frustration, but considered that T had thoroughly
investigated the issue and found no faults or evidence of third party interference. The
Ombudsman therefore required no further action.

45.2

C felt that C had been mistakenly charged for premium rate calls that showed on a T bill.
As C and C’s spouse were both pensioners, they were both in bed at the times when the
premium rate calls had been made. As C had only one telephone and confirmed that the
calls were not made from it, C refused to pay the large bill.

The Ombudsman was sympathetic to C's predicament but felt that C was still liable for the
outstanding amount. T had investigated the complaint thoroughly; therefore, no further
action was required.

46.0 Billing, Restricted Services
46.1

C registered for a broadband service and supplied credit card details for monthly
payments. However, C was notified that payment had not been received for the account.
T threatened to suspend the account if payment was not received. Customer services
advised that the problem was due to a change in card details and that this would be fixed
and the account would not be suspended. T failed to rectify the problem, and despite C
complaining, the account was barred. Poor customer service meant that C did not receive
a reply to any of C’s letters of complaint. C wished to be released from C'’s contract with
immediate effect.

The Ombudsman accepted that C was responsible for the payment of the account for the
first two months. However, as the account was then suspended through no fault of C’s,
the Ombudsman required all other charges to be waived. T was required to release C
from the contract, effective from the date of the account suspension.
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46.2

C received a letter from T regarding the non-payment of a bill. C queried this with T as no
bill had been received. An investigation into the matter revealed that the bill had been sent
to an incorrect address. C received a copy bill, but that too had been misaddressed. The
next three bills were received and correctly addressed, but C had to request another copy
bill when the fourth did not arrive. The line was disconnected for non-payment but
reconnected shortly after. C felt that this was unfair as no reminder bill had been issued.

The investigation into the matter showed that changes made to its records in good faith
had been overridden by a Royal Mail database. T was therefore required to address this
problem with the aid of Royal Mail. T agreed to put a short term remedy in place, in order
to ensure that the bills reached C. A small goodwill gesture was awarded for the
inconvenience caused.

47.0 Billing, Service Transfer
47.1

C wished to transfer C’s telephone services from T to another service provider. However,
C noticed that over a period of months, some telephone calls were still going through T. C
then received a large bill from T. When C queried the bill, T blamed the new service
provider and advised that there was nothing it could do. The new service provider gave a
telephone number on which T could contact it to resolve the problem. T did not make any
attempt to resolve the issue, and despite complaining many times, the problem continued.

The Ombudsman found no evidence of coincident calls, and therefore C’s concerns that C
was being billed for the same calls was unsubstantiated. The Ombudsman did not require
any further action from T.

48.0 Billing, Spurious Account
48.1

C enquired about buying two T phones in a store, but in the end, C purchased two phones
from an alternative retailer. C received four phone bills from T and promptly informed it of
the error. T advised that the incorrect debits would be refunded to C’s bank account. T
continued to take four payments each month. T only refunded half of the erroneous debits
to C. T promised to refund the outstanding amount and stop debt collection action.
Despite this, C continued to receive debt collection letters. C wished to be released from
the spurious contracts. C also wanted all erroneous payments to be refunded.

The Ombudsman required C to be released from the accounts and that all outstanding
monies were refunded. The Ombudsman was pleased to note that T had offered one
month’s free line rental on both real accounts.
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49.0 Billing, Stolen Mobile Phone
49.1

C's phone was stolen, and C had paid the insurance excess fee and arranged for a
replacement phone to be delivered. After 2 weeks, C had still not received a replacement
and so contacted T again and requested that the contract be terminated. A T advisor
explained that cancellation would result in an early termination fee; therefore the delivery
of the replacement phone was arranged for a second time. T continued to bill C for the
service, despite the fact that C did not have a phone. C claimed that T had agreed to
waive the charges, but C received letters from a debt collection agency regarding the
matter. T subsequently offered to refund the insurance excess fee, and terminate the
contract without penalty. C remained unsure about the status of the account and so
contacted the Ombudsman.

The Ombudsman agreed that the offer put forward by T was fair and reasonable. For
clarity, T was required to provide C with a letter of apology including confirmation that C’'s
credit rating would remain unaffected.

50.0 Call Limit, Customer Service, Direct Debit
50.1

C set up a telephone account with T. A limit on the value of chargeable calls that could be
made was placed on the account. This was to prevent the user from exceeding the limit,
which was set at £70 in any one billing period. C then set up a Direct debit on the account
on the advice of T. C was advised that by setting up a Direct debit this would save
money. However, T failed to advise C that the £70 limit on chargeable calls would be
removed. C being unaware of this received a bill for £500. C contacted the Ombudsman.

The Ombudsman recommended that C was liable for the bill; however, T should make an
award of £320 in acknowledgement of the poor advice provided by T and the deficient
explanation of the significance in using Direct Debit as a method of payment.

51.0 Charging, Contract Termination
51.1

C’s mobile phone contract had expired; but, instead of contacting C, T imposed a monthly
charge via direct debit without C’s authority. C contacted T and stated that as the mobile
was for emergencies only, C did not wish to pay such charges. T offered to reduce the fee
for six months, but C informed it that C would wish to cancel the contract if the fee
increased after the six month period. After the discount period, a large payment was taken
without C’s consent. C made repeated unsuccessful attempts to contact T by phone, and
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resorted to emailing it to explain that the Direct Debit arrangement had been cancelled. C
received no response. T eventually cancelled the service and sent C a default notice
requesting an amount of money that C disputed, and therefore did not pay. T threatened
C with debt collection and court proceedings. C wanted compensation and an apology
from T.

It appeared that there had been a misunderstanding between T and C. T had eventually
credited the account and provided an apology. The Ombudsman considered that T had
acted reasonably regarding the outstanding balance. However, it was recommended that
T revise the manner in which it deals with written correspondence.

52.0 Charging, Customer Service, Faulty Service
52.1

C contacted T when experiencing problems with email and the server. C experienced
poor customer service and found it difficult to get the problems dealt with. One member of
staff advised that when the problems had been resolved, the issue of compensation would
be addressed. The problems remained unresolved and C resorted to contacting T again.
C asked to cancel the service as T was not providing a full, working service. C transferred
to another service provider yet T continued to send bills to C. As a goodwill gesture, T
offered to reduce the amount owed by C by 50%.

The Ombudsman was of the opinion that C had experienced difficulties with the service,
but T had dealt with them as per the terms and conditions of the service. The
Ombudsman recommended that C gave T's goodwill gesture serious consideration as it
was deemed fair and reasonable under the circumstances.

53.0 Charging, Faulty Line
53.1

Contractors at C’'s house disrupted C’s poorly laid T line when digging. C contacted T to
get the cable repaired and was advised that if C was to dig a trench for the line it would
save time and money. There was no mention of cost during the conversation. C dug the
trench and T engineers re-laid the cable. C then received a large bill for the engineers’
visit and was told that it included labour costs for 14 hours and a call-out fee. The bill was
disputed and the matter remained unresolved.

The Ombudsman considered that T had adequately explained the origin of the charges. C
was therefore required to pay the charges and no further action was required by T.
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54.0 Compensation, Faulty Line
54.1

C experienced a fault on a T line. Following a visit from an engineer, the line was restored
for a couple of hours only. C contacted T and was informed that a new cable was needed
and someone would be sent out to install it; nobody arrived. The phone line continued to
work intermittently, and C continued to complain. The line was eventually fixed six months
later, but C received no compensation for the time that C had experienced an intermittent
service. T eventually made an offer of compensation, but C felt that the offer did not
reflect the poor service C had suffered.

The Ombudsman was of the opinion that, although the fault had taken a long time to fix
fully, it had been duly investigated by T. T was required to reinstate the goodwill gesture
offer as this was deemed fair under the circumstances. No further action was required.

54.2

C complained to T when C’s phone line developed a fault. T advised that the line would
be checked and an engineer would fix the fault within the following 2 days. However, the
line remained faulty for the 5 days, and C was inconvenienced during this time. The line
was finally restored and T stated that a credit would be applied to C’s account in
compensation. This was not actioned; therefore, C complained to T again. Another offer of
compensation was made, but C felt that it was not adequate as C had experienced much
frustration and anxiety over the matter.

The Ombudsman felt that C was entitled to some compensation, however, T's offer was
deemed fair and reasonable under the circumstances. T was required to reinstate the
offer.

55.0 Contract Termination, Customer Service
55.1

C’s phone was stolen, and C was advised to put a disconnection request in writing, giving
one month’s notice. C did this, but 2 months after the service should have been cancelled,
C received a large bill for the account. T explained that the bill was a disconnection notice.
C requested a breakdown of the bill on three occasions, but this did not arrive. C refused
to pay the bill until C had seen a breakdown of the charges, and the matter was passed
over to a debt collection agency.

The Ombudsman sympathized with C’s frustration at the level of customer service
provided by T. The evidence showed that the charges were due to an early closure of the
account, as it was still within the twelve month contract. However, poor customer service
meant that C was unaware of this. Although the outstanding charges were deemed valid,
a goodwill gesture was awarded towards these costs.
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56.0 Contract Cancellation, Customer Service, Disputed Charges
56.1

C noticed an increase in line rental on a T bill after the initial 12 month contract had
ended. C therefore asked to cancel the service. C switched to a pay-as-you-go service at
this time. However, T sent another bill for line rental for the contract phone. The bill was
for the cancellation notice period. C queried this and argued that C was unable to give 30
days notice as C was not made aware of the impending price increase. A small credit was
applied to the account. C paid only the portion of the bill that C believed was owed. C
complained but the matter was passed over to a debt collection agency.

The Ombudsman was concerned that T had not given C any notice of the line rental
increase. T was recommended to review this practice. However, the charges were valid. A
goodwill gesture was awarded that was to be partly credited to the account to clear the
outstanding amount. The remainder was to be paid to C. T was also required to confirm
that the matter would not affect C’s credit rating.

57.0 Contract Termination, Customer Service, Faulty Handset
57.1

C encountered problems with the performance of a T handset, in particular persistent
dropping of calls. C was advised that C would have to wait for a replacement handset, but
no replacement was received. C complained to T on numerous occasions and attempted
to resolve the situation, but C found this difficult. C eventually received a replacement
phone, but the same problems occurred. C therefore asked to cancel the account due to
the poor quality of service. As C was only prepared to pay for the times when C had had a
working service, T advised that the cancellation could not be actioned. C therefore paid
the outstanding amount on the understanding that the account would be terminated. T
stated that C would be liable to pay a termination fee which C found to be contrary to the
verbal agreement that had been reached.

The Ombudsman was of the opinion that C had received a poor quality of service. Also,
the level of customer service provided had been unsatisfactory. T offered to upgrade C’s
handset and credit the account with a gesture of goodwill, which the Ombudsman
considered reasonable under the circumstances. If the new handset failed to resolve the
problems, T was required to cancel the contract without penalty in accordance with C’s
first request.

58.0 Contract Termination, Customer Service
58.1

C signed up for a T internet and phone package, but soon realized that C's modem was
not compatible. C contacted T and was advised that the internet portion of the package
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could be cancelled, but C did not want this. C contacted a T technical helpline to assist in
the removal of the modem from the computer, but the process left C with no internet
access at all. C complained that T had provided incorrect advice and C wanted to cancel
the package. This was confirmed in writing, and it was only when C came to change to a
different ISP, that C realized the T account was still active. C contacted T on numerous
occasions, but got no response.

The Ombudsman considered the events suffered by C to be unfortunate, but found no
reason to require any further action from T.

58.2

C had a T phone line and internet connection installed, but the technician failed to provide
an internet set-up CD at the time of installation. Two weeks later, the CD was finally
delivered. C installed the service following the prompts, not realising that direct debit or
credit card were the only permissible methods of payment. C was frustrated by the poor
level of customer service offered by T. When C tried to escalate the complaint, T refused
to supply the necessary addresses. C therefore wished to cancel the service, believing
the 14 day cooling off period to start from the date that the service was installed on the
PC. C confirmed this request in writing, but C received no response other than a threat of
disconnection. C changed service provider and felt that C should not have to pay for the T
service as only the phone line was in use for a very short period of time. T eventually
cancelled the contract and but the line rental and call charges remained.

The Ombudsman was of the opinion that the late provision of an installation disc was not
sufficient justification for the contract cancellation. T’'s action of cancelling the contract
was deemed generous under the circumstances. No further action was required.

59.0 Contract Termination, Customer Service, Disputed Charges

59.1

C experienced numerous billing problems; C disputed charges on C’s bills and
complained to T. C had no response to letters and so wrote to T to cancel the contract. C
felt that T had breached the terms and conditions of the service. C sent a letter including a
cheque for 1 month’s line rental and the termination fee for the service. The cheque was
cashed but the contract remained open. C returned the handset and the package was
eventually cancelled. T continued to request payment for the service.

The Ombudsman was concerned by the poor standard of customer service experienced
by C. T was required to reimburse C for any instances of overcharging. Also, T was
required to reimburse C with any charges (except call charges) paid after the date of the
initial cancellation request. The Ombudsman also awarded a refund of the cost of the
handset plus a goodwill gesture.
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60.0 Contract Termination, Customer Service, Duplicate Account
60.1

C signed up for a broadband trial following two promotional calls. C was told that dialer
equipment, terms and conditions and an account number would be provided within 10
days. These were not supplied, leaving C unable to connect to the internet without first
dialing a prefix number. When C had heard nothing from T, C asked to cancel the service.
T advised C that the contract could not be cancelled as it was outside the 14 day trial
period. C was also concerned that T had taken two payments for the service instead of
the agreed one. This was due to two accounts being set up in C's name. C's complaint
was escalated and C was informed that the money taken for the account would be
reimbursed. The accounts were eventually cancelled and the overpayment was refunded
to C.

The Ombudsman was of the opinion that although the action was belated, T had
cancelled the accounts and refunded the overpayment to C. However, it was considered
concerning that T had not investigated any of the other issues raised in C’'s complaint. A
small goodwill gesture was awarded in light of the inconvenience and frustration caused.
A written apology was also required which addressed C’s other concerns.

61.0 Contract Termination, Customer Service, Faulty Equipment
61.1

A fault with a set top box forced C to contact T. A replacement box was arranged but this
did not arrive. C therefore sent a request for cancellation via recorded delivery. After the
account was due to be cancelled, T took a further payment for the service. C’s bank
reclaimed the money on C’s behalf. T contacted C to inform him/her that it did not have an
active method of payment for the account. C informed it of the cancellation request and
was advised that the matter would be investigated. T failed to contact C other than to
request payment.

T eventually disconnected the service but failed to provide an explanation as to why there
had been such delay in the processing of C’s request. The Ombudsman awarded a small
goodwill gesture to C in view of the inconvenience caused.

62.0 Contract Termination, Customer Service, Network Coverage
62.1

C complained that C had experienced problems with a T phone from the beginning of the
contract. C explained that the network coverage was very poor therefore making and
receiving calls was difficult. C found it difficult to deal with T customer services and
escalate the complaint. C asked to cancel the contract but was informed that this would
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result in an early termination fee.

As C’s contract was nearing an end, the Ombudsman awarded a goodwill gesture and a
contract termination without penalty in resolution to C's complaint.

63.0 Contract Termination, Customer Service, Service Transfer
63.1

C had arranged to have a T service transferred to another house as C was moving. C
experienced many problems with T. Two months after the move, C cancelled all T
services apart from line rental as C wished all calls to be routed via an alternative service
provider. A T CSA confirmed the cancellation. However, the next T bill that C received
included internet service charges. All but the disputed portion of the bill was paid and a
covering letter was sent. T did not acknowledge the exclusion but the outstanding amount
appeared on the next bill. Despite an exchange of correspondence, the matter remained
unresolved.

The Ombudsman required that, due to the poor customer service and lack of
documentary evidence, the outstanding amount be waived. T was also required to provide
a letter of apology.

64.0 Contract Termination, Disputed Changes
64.1

C received a letter from T stating that C was a new T customer. C immediately advised it
that the service had never been requested. T therefore agreed to cancel the account. C
received a second letter advising that the cancellation would be actioned in 10 days time.
However, T also sent bills for an unpaid amount on the account. The matter was passed
on to a debt collection agency. C escalated the complaint and received a deadlock letter.

The Ombudsman considered the information submitted by C to be inconclusive. It was
considered that C had perhaps misunderstood the terms and conditions of the service. It
was clear that C had submitted details to T in order for the account to be set up.
Therefore, the Ombudsman was of the opinion that C was liable for the outstanding
amount.

65.0 Contract Termination, Disputed Charges
65.1
C asked to cancel a T phone and television service and had the set top box collected.

However, the following month C received a bill for the telephone portion of the package
despite the fact that it had not been used. C contacted T on several occasions, both by
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phone and in writing, in order to resolve the matter. C received a response to one of the
letters saying that the charges would be waived; although this was done, there was a
penalty still showing for the cancellation of the direct debit for the service. C refused to
pay this charge and wanted an apology from T.

T removed the charge from C’s account upon investigation of the matter. However, the
Ombudsman awarded an apology and a small goodwill gesture for the erroneous
charging on the account.

66.0 Contract Termination, Faulty Handset
66.1

C experienced intermittent problems with a T mobile phone from the beginning of the
contract. When the problems got worse, C complained. C was given some advice on how
to try and rectify the problem and C was informed that there was a general problem in the
area. C persevered with the phone but the problems continued. T sent out a new handset
but the same faults were experience. After complaining on several occasions, T offered
another replacement handset. C had lost confidence in the T service and so wished to be
released from the contract without penalty.

The Ombudsman agreed that C should be released from the contract without paying a
termination fee. The Ombudsman also required that any charges paid after the date of C’s
complaint to the Ombudsman be refunded. However, C was required to pay the cost of
any call made since that date.

67.0 Contract Termination, Faulty Line
67.1

C began experiencing trouble with a broadband service, and complained to T. However,
despite complaining, the service continued to get progressively worse. C felt it was unfair
to have to pay a monthly fee for a service that had deteriorated considerably. It transpired
that the service had been restricted as C’s usage was having a detrimental effect on other
customers. C asked for the service to be disconnected, but felt that T had prolonged the
disconnection period. C wanted to be compensated for all of the calls that C had made to
T in an attempt to resolve the situation.

The Ombudsman was of the opinion that the procedure of restricting usage was outlined
in the terms and conditions of the service. However, it was clear that T was investigating
the cause of the slow service at the time when C had asked to cancel it. This led the
Ombudsman to the conclusion that the slow service was not solely due to the restriction
on the line. The Ombudsman was also of the opinion that there had been a delay in the
disconnection of the service. T was required to reimburse C with one month’s line rental,
plus any charges incurred after the date that the account should have terminated. T was
also required to reimburse C with 50% of the line rental costs for the period that C had
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experienced a substandard service.

68.0 Contract Termination, Promotional Calls
68.1

C was erroneously connected to the T network following a promotional call. C contacted T
within the 14 day trial period to cancel the service. However, C then received a smart box
from T. On complaining, C was advised that C would still be liable to pay a monthly
charge for the remainder of the 12 month contract if the service was cancelled. C was
unhappy as C had never requested such a service.

The Ombudsman found no evidence to suggest that C had not signed up for the package.
However, T recognized that C had no wish to proceed with the service and had received
no benefit from it, so offered to cancel the contract and refund the monies paid to the
account. No further action was required from T.

69.0 Contract Termination, PRS Helpline
69.1

C called a T helpdesk for assistance when connecting a new computer to an internet line,
but C had problems understanding the advisor. The advisor would not allow C to speak to
a colleague and C was unable to connect the PC. This inconvenienced C as C was
unable to use specific software purchased for the new PC. C complained to T and wished
to be refunded the cost of the call as it was to a premium rate number. An exchange of
correspondence between C and T failed to resolve the problem. C therefore wished to
cancel the contract but was advised that C would have to pay an outstanding bill before
the contract termination could take place. C was not prepared to pay the bill and
requested compensation, as C was unable to use the internet service for 4 months.

The Ombudsman required that the cost of the call be reimbursed as there was seemingly
a lack of understanding between the two parties. The Ombudsman also required that any
monies paid after the notice period of the disconnection be refunded to C.

70.0 Carrier Pre-Select (CPS)
70.1

C opted for a carrier pre-select (CPS) service from T for an unlimited calls package. T
tested C’s phone line and confirmed that it was OK to go ahead, and C fitted a T smart
box to the line. The next month C received a large bill from the line provider including call
charges. C queried this with T as all calls were supposed to be charged via the CPS
package. T advised that the smart box was not compatible with another device that was
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attached to the line. C disconnected the box and complained to T that C had not been
informed of this when signing up. C requested to be credited for the mistake and
forwarded the bill to T, but C had no response. C complained on numerous occasions and
the complaint was escalated, however C did not receive any credit for the mistake. C
considered the level of customer service to be appalling and also wished to be
compensated for the inconvenience.

The Ombudsman considered C’s problems to be unfortunate, but felt that T could not be
held responsible for failing to identify the existence of the other device on the line. The
Ombudsman required no further action in this case.

71.0 CPS, Customer Service, Promotional Call, Slamming
71.1

C [who was an existing T customer] was contacted by a T advisor regarding a promotional
CPS package. C expressed that C was not interested and gave no consent. However,
some weeks later C noticed that money had been deducted the service. C complained
and was advised to write a letter of complaint by a customer service representative. The
letter received no response and so C complained again. The complaint was escalated, but
although C received an apology for the mistake, it was not rectified. C tried for months to
get the CPS service removed without success.

The Ombudsman was of the opinion that there was no basis to conclude that either party
was in the wrong. T closed the account and refunded the money taken for the service,
therefore, the Ombudsman required no further action.

71.2

C declined a T offer of a carrier pre-select service during a sales call. C then received a
letter from T offering upgrades to its existing customers. C contacted T immediately to
inform it that C did not want to be a customer. C also complained in writing. T apologized
and advised that the line would be restored with the original service provider, but this did
not happen. C wanted confirmation that the account had been closed and all monies to be
refunded.

The Ombudsman was concerned that C had been signed up to a service that C had
declined. The error was compounded by T's delay in canceling the spurious account. T
eventually disconnected the service and refunded the monies taken for it. A goodwill
gesture and an apology were awarded by the Ombudsman in view of the inconvenience
caused.



47

72.0 CPS, Lack of Information
72.1

C lived in a shared house and chose a carrier pre-select service so that C would be able
to identify C’s phone calls from those made by other residents. The calls were routed via
T by entering a pin code before dialling. However, T did not inform C that the service had
been changed to a select one, meaning that no code was needed to route phone calls via
it. This meant that C was paying for all calls made on the line. C requested to cancel the
service, but this took 3 weeks to action. T maintained that C had been notified of the
change and agreed to it.

The Ombudsman was of the opinion that C appeared to have discussed the select
service, but there was clearly a misunderstanding between the two parties. The
Ombudsman felt that T had acted in a prompt and reasonable manner with regard to the
complaint. Although allocation of costs in C’s household was complicated by the mistake,
the Ombudsman found no reason to require further action from T.

73.0 Credit Limit, Faulty Handset, Network Coverage
73.1

Since the beginning of C’s contract, C had experienced many problems with a T handset
and C had never had a full service. C complained to T on numerous occasions and was
advised by Trading Standards that the level of service C was receiving was not
satisfactory. C claimed that during a conversation with a CSA, a replacement handset had
been agreed, and if this did not improve things it agreed to release C from the contract.
However, subsequent discussions made it clear that this conversation had not been
logged. C also experienced billing problems, as the agreed credit limit for the account had
been increased without C’s consent. This situation left C with a bill that C could not afford.
C therefore wished to be released from the contract without penalty and to be
compensated for the inconveniences caused.

It was the Ombudsman’s opinion that there was insufficient evidence to suggest that C
should be released from the contract without penalty. The Ombudsman urged C to
contact T in order to run through the available diagnostic tests. However, the Ombudsman
did acknowledge that it was the responsibility of T to inform C of the change to the credit
limit. A goodwill gesture equivalent to one month’s line rental was awarded.

74.0 Credit Refund

74.1

C had dropped a T phone accidentally and it had stopped working. The phone had some
credit remaining on it and C wanted this to be refunded. T advised that this credit could
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not be refunded, but it could be transferred to another T account or the SIM card could be
used in another T handset. C was unhappy with these alternatives and the matter
remained unresolved.

The Ombudsman sympathised with C, but felt that T had acted within the terms and
conditions of the service. No further action was required in this case.

75.0 Customer Service
75.1

@ used a carrier pre-select service for local calls, but complained that C's T phone bills
were too high. Despite complaining on numerous occasions, C received no response. C
was of the opinion that T had not provided a satisfactory explanation of the charges, and
felt that it was ignoring C’s complaint.

The Ombudsman was concerned by the length of time it had taken to receive any
response to C’s query. As C had been made aware of T’s pricing policy, and was satisfied
that C was not being overcharged, the Ombudsman required no further action with regard
to the billing query. However, a small goodwill gesture was awarded to reflect the poor
level of customer service offered by T.

75.2

C’s phone suffered water damage which caused a series of problems. C reported the
problems to T, but the advice that C received was not successful in resolving the problem.
T then advised that C would have to buy another handset as the original incident had not
been recorded. C refused to pay bills for a service that C could not use.

The Ombudsman was of the opinion that C had experienced poor customer service. It
was also found disappointing that T had not logged C'’s initial call informing it of the
damage. The Ombudsman required T to cancel C’s contract without penalty. A goodwill
gesture was also awarded.

75.3

When C ordered a T broadband service, C told the sales representative that a digital
access box was fitted to the line. C was assured that this would be OK. However, when C
installed the software drivers for the broadband system, C's computer stopped working. C
rang the T technical helpline and was mis-advised with regard to the problem; it took 3
engineers to remedy it. The problem was traced to the modem and C was promised a
replacement, but this was never received. This left C without the internet connection that
C was paying for. C also complained that C had been mis-informed with regard to the
minimum contract length for the service. T offered to waive the charges for the service
and cancel the contract without penalty.
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The Ombudsman was of the opinion that T had admitted its fault by offering to waive the
charges and release C from the 12 month contract. The Ombudsman required no further
action in this case.

75.4

C changed to a T carrier pre-select service and requested a telephone number change
following a series of nuisance calls. However, after the number change C began to
experience problems with the service. C received a bill from the line provider which
included call charges. This was because T had not updated its records with the new
telephone number. T had also cancelled C’s service and informed the line provider that it
would be taking over the account. C queried this with T but poor customer service made it
difficult to escalate the complaint. C then received a promotional flyer and was welcomed
back to the service, but C continued to be billed for calls by the line provider. Although C
was paying a subscription fee for the service, T claimed that C’'s account was not active.
C found it difficult to resolve the complaint as C had received little response to
correspondence.

The Ombudsman was of the opinion that C had experienced many difficulties with the T
service. However, T notes showed that a genuine attempt had been made to resolve C’s
complaint. T offered some credits to C and a letter of apology, which the Ombudsman
found reasonable under the circumstances.

75.5

C used a carrier pre-select service by entering a prefix before making telephone calls. C
asked T [the line provider] if the same prefix could be used for internet calls, as C felt that
this would best suit C’s usage. C was unable to get a straight answer from T with regard
to this. Despite escalating the issue, C had received contradictory answers from different
members of staff. C felt that C had been deprived a service by T and wanted
compensation. C also wanted clarification with regard to the initial question.

The Ombudsman agreed that the information supplied to C had been confusing and
contradictory. It was recommended that T staff were trained sufficiently to deal with such
technical questions. Although T had offered a small goodwill gesture, the Ombudsman
required this figure to be raised so that it adequately reflected the frustration caused.

76.0 Customer Service, Debt Collection
76.1
One year after informing T of a change of address, C received a disconnection notice

regarding an overdue amount. C queried this and was advised that C should have
received the original bill 1 year earlier. A copy was issued and C paid the outstanding
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amount in full. Despite this, C was pursued for the money by a debt collection agency.
The debt collection activity was eventually stopped by T. C wanted a letter of apology.

The Ombudsman was concerned by the length of time T had taken to resolve C's
complaint. The Ombudsman awarded a small goodwill gesture in recognition of the
inconvenience caused. The Ombudsman was pleased to note that T had issued a letter of

apology.

77.0 Customer Service, Direct Debit
77.1

C received a bill via the internet for a T service. The bill seemed incorrect so C cancelled
the Direct Debit for the service until C had had time to thoroughly check the charges. The
Direct Debit was reinstated one week later. Payments were not taken via the Direct Debit
arrangement and C noticed that subsequent bills included the previous month’s charges.
C wrote to T to enquire about this process, and point out that the Direct Debit facility was
open to use. C was advised that the letter had not been received by T so a second copy
was faxed. The T Complaint Resolution Team contacted C to discuss billing and customer
service issues. C received a letter of apology, which C believed did not reflect the gravity
of the stress experienced. T also sent a demand for payment.

The Ombudsman felt that C’s complaint about customer service had been dealt with
satisfactorily. T had offered a package including a goodwill gesture which had been
accepted by C. The Ombudsman considered this resolution to be appropriate in the
circumstances. C was required to pay any outstanding amounts on the account and it was
advised that T review its system of dealing with written correspondence.

77.2

C moved house and arranged for the T phone number to be transferred to the new
property. C also arranged a Direct Debit to pay bills and was assured that payments
would be requested monthly. C was advised that the Direct Debit had failed due to
insufficient funds. When this was queried, C found that T had attempted to take three
payments resulting in 3 bank charges. T allegedly assured C that the bank charges would
be refunded. C contacted T many times, to try to get the charges reimbursed, to no avalil.
C accepted responsibility for one of the charges, as there was insufficient funds to cover
any of the invoices, but felt that the other two were T’s fault. C was unhappy as C had at
no time agreed to more than one debit per month.

The Ombudsman was of the opinion that although C was aware that payment was due, C
had not agreed to more than one invoice per month. The Ombudsman therefore required
T to reimburse C for two of the bank charges. A small goodwill gesture was also awarded
in light of the poor customer service experienced.
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77.3

C had set up a direct debit with T to pay phone bills, yet C’s line was disconnected for
non-payment of the bill. T advised that C should make a manual payment, and the advisor
put him/her through to the relevant department to set up the direct debit again. However,
that department said that there was a direct debit arrangement already showing, and
there was no need to make a manual payment. C was then asked to pay two bills
manually, but C made only one manual payment. C found that a direct debit had been
taken for the bill that had already been paid. C experienced poor customer service when
trying to resolve the matter. C felt that the matter was only resolved because of C's
persistence; therefore, C wanted to be compensated for the time and trouble spent
resolving the issue.

The Ombudsman considered the level of customer service provided by T to be poor. Also,
it was considered that T had not adequately explained the billing system. The
Ombudsman required T to provide a detailed breakdown of the payments made to the
account, and the money that remained owing. In view of the poor customer service
experienced, C was awarded a small goodwill gesture.

78.0 Customer Service, Disputed charges
78.1

A telephone bill showed lots of calls that C did not believe had been made from C’s
phone. C queried the calls with T, and it advised that the matter would be investigated. T
did not respond to C’s complaint, but it did send a reminder notice for the disputed bill. C
complained further and wanted to know what the disputed numbers related to. If C did not
recognise the disputed numbers, C felt that the bill should be reduced accordingly.

The Ombudsman considered that T's handling of the complaint was not satisfactory.
However, the involvement of the Ombudsman led to a speedy resolution. The solution
accepted by C was considered reasonable by the Ombudsman. No further action was
required.

78.2

C disputed premium rate call charges that had appeared on C’s bill. C had previously
reported a fault on the line, but was advised that it had been checked by an engineer and
deemed clear. T investigated the issue, but it found no evidence of illegal or accidental
activity. T referred C to ICSTIS, and C successfully received compensation for some of
the disputed calls. However, C was unhappy that T had barred C’s phone for the period
that the call charges were outstanding. The complaint eventually reached deadlock.

The Ombudsman was sympathetic with C’s position. However, the Ombudsman found no
reason to hold T responsible for the disputed call costs. The length of time it took for the
complaint to reach deadlock was considered concerning, therefore a small goodwiill
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gesture was awarded.
78.3

C complained that C was being charged for repeated e-mail-checking calls, even when no
emails had been sent. C had equipment attached to a T line which performed such a
function, but there was no reason for the equipment to make the disputed calls. This
resulted in C being overcharged. T recommended that C contact C's email server. The
terms and conditions of the email server stated that such a fault was due to a line provider
problem. Therefore, C pursued the complaint with T. C received much delayed response
to C’'s complaints. However, T had provided suggestions as to the cause of the problem
and offered one month’s line rental to C. C found the offer to be unacceptable but C
exhausted the T complaints process to no avail.

The Ombudsman was of the opinion that T could not be held responsible for a fault
caused by C’s equipment that was attached to the line. It was also clear that T had gone
to lengths to resolve the issue by contacting the email server on C’s behalf. The
Ombudsman considered T's goodwill gesture offer to be reasonable under the
circumstances as it reflected the delay in the response to C’'s complaint. It was
recommended that C unplugged the equipment if the problem continued.

79.0 Customer Service, Disputed Charges, Fraud
79.1

C wished to cancel C’s T contract due to inconvenience caused by a faulty handset.
However, T advised that the handset would be exchanged and 3 month’s free line rental
would be credited to the account if C continued with the service. C accepted this offer,
and C purchased a second phone which worked well. C also suffered billing problems, as
large amounts of money had been taken via direct debit before C had received the
invoices for the accounts. This resulted in charges. C queried this but received no
response. C therefore refused to pay for either account until the matter was sorted. C
requested to cancel the accounts, but received no response and no promised call-backs.
C was also unhappy that somebody claiming to be C’s spouse had contacted T and
changed the password and the address for the accounts. The person had also requested
a new SIM card. C wanted an explanation as to how this could have happened, as C
considered it to be a breach of the contract. T failed to address C’s concerns. The
accounts were not cancelled and C continued to be billed for the service.

It was obvious that there had been much confusion between C and T, and that C was
unaware of the number of accounts that were open in C’'s name. As all of the accounts
had been consistently used, and C was the account holder, C was liable for the charges
on the accounts. The Ombudsman was of the opinion that it was difficult to determine
what had happened with the accounts and who had been involved in their usage.
However, it was clear that at least one other person had used the accounts. T had
investigated the accounts for fraud when the problem was noticed, but it was not clear
whether relevant information regarding this was passed on. The investigation revealed
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that the accounts had been accessed by a friend of C’s, therefore, the Ombudsman found
no reason to hold T responsible for the outstanding amounts

80.0 Customer Service, Disputed Charges, Misinformation
80.1

C was mis-informed that internet calls were included in a promotional package during a
sales call. C accepted the offer on the basis that the calls were inclusive if they were less
than 75 minutes long. When the first bill for the service was received, C was shocked to
find that all of the internet calls had been charged for separately. C complained to T and
was advised that the original sales call would be traced, and if necessary, the bill would
be recalculated to reflect the information offered at the point of sale. C was told that the
investigation would take about a week, and C agreed to pay a portion of the bill in the
interim. C heard nothing and so complained further. The complaint was not responded to,
but C received another high bill for the service. C continued to dispute the liability for the
calls.

The Ombudsman sympathized with C as it was clear that C had agreed to the service
based upon misinformation during a sales call. This was an unfortunate error, which was
compounded by the failure of T to provide literature detailing the terms and conditions of
the service. The evidence showed that C was made aware of error when C queried the
first bill. Therefore, C remained liable for the charges incurred after this time, but charges
incurred before this, were to be waived. A goodwill gesture was also awarded to C in view
of the delayed response to C’'s complaint.

81.0 Customer Service, Disputed Charges, Promotional Package
81.1

C asked to change package so that C could make free off-peak calls. T advised that the
new package would be activated within 24 hours. However, when C received C’s next bill,
it was noticed that off-peak call charges had been incurred and the line rental had
increased. C complained but received little response. C wished to cancel the service, but
was advised that the disputed bill would have to be paid before this could be done.

The Ombudsman found that, on the balance of evidence provided, the disputed call
charges were correct. However, it was clear that C had suffered poor customer service
when trying to resolve C’s complaint. A small goodwill gesture was therefore awarded.



54

82.0 Customer Service, Disputed Charges, PRS Calls
82.1

Crented a T landline, but paid for calls via a carrier pre-select (CPS) service. However, C
noticed 2 premium rate calls on a T bill. C queried the calls and was advised that they
could have resulted from a digital box attached to the line. The following 3 T bills showed
premium rate numbers and C complained to T. T checked the line but found no faults. C
asked for the line to be barred against such an eventuality, but felt that C had been mis-
advised by both T and the CPS provider regarding this. T eventually applied the premium
rate bar, and the following bills did not show such calls. However, C cancelled both the T
line and the CPS service as C felt that neither had helped the situation.

The Ombudsman was of the opinion that T had investigated C’s complaint in a thorough
and timely manner. The Ombudsman advised C to pursue any compensation claims via
ICSTIS. No further action was required from T.

82.2

C complained about a number of premium rate calls that had appeared on C's T bill. C
disputed these charges and maintained that there was no one in the household that could
have made the calls. T escalated C’s complaint and investigated the matter accordingly.
However, T failed to generate requested duplicate invoices, therefore exacerbating the
situation. C felt that the customer service offered by T was poor and that the investigation
into the complaint was flawed.

The Ombudsman was sympathetic to C’'s predicament, but found no reason to hold T
responsible for the cost of the disputed calls. The investigation showed that the calls had
been generated from equipment that C had attached to the line. The Ombudsman
encouraged T to warn its customers about this type of call in an effort to prevent future
occurrences. A goodwill gesture was awarded to C in recognition of the poor level of
customer service experienced; however, C remained liable for the cost of the calls.

83.0 Customer Service, Faulty Equipment, Service Migration
83.1

C had arranged for T's services to be installed at a new property when C was moving
house. This did not happen, and C was advised that this was because the previous
account holder had not been contacted. C was told that installation would take another
week; however, it was almost a month before both the phone line and broadband service
were activated. C then experienced problems with the broadband equipment provided by
T. When T engineers were unable to fix the service, C asked to cancel the broadband
service. This was actioned but C’s phone service was also disconnected as T had not
taken payment for it. C was offered a goodwill gesture, but C was unhappy with this offer.
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The Ombudsman was of the opinion that T had investigated C’s complaint thoroughly and
offered a reasonable level of compensation. No further action was required by T.

84.0 Customer Service, Faulty Handset
84.1

C experienced problems receiving calls on a mobile phone, even when C was in a strong
signal area. The fault was reported to T on several occasions, and the handset and SIM
card were replaced. The problem continued and every time C complained, C was advised
that someone would look into it, but nobody did. The problem remained unresolved.

The Ombudsman considered that T had tried to investigate the fault, but it had not been
able to resolve the problem. The Ombudsman required T to provide a new handset. It was
also required to connect C onto a different HLR if the problems continued. A goodwill
gesture was awarded.

84.2

C experienced endless problems with a T phone. C contacted customer services to
complain, but C was advised that it was a problem with network and that it would be
rectified. The problems continued and C was eventually informed that the fault was
actually on the handset. Despite agreeing with many advisors, supervisors and managers
that a replacement handset was required, C was never contacted to arrange delivery. T
offered to upgrade the handset free of charge.

The Ombudsman considered the offer made by T to be fair under the circumstances. C
was advised to give this offer strong consideration.

84.3

C’s mobile phone had a faulty battery. C was advised that as it was within 21 days of
buying the phone, C could return the battery to the store and get a replacement. The
battery was replaced, but this too developed a fault. C complained to T and was promised
numerous call-backs, but none materialised. C also complained about the number of
dropped calls C experienced. T advised that the problems were probably caused by the
network, but it agreed to repair the handset if necessary. C sent the handset off for repair,
but was advised that if a replacement phone was required in the interim, C would have to
pick one up from a store 50 miles away. C wished to be released from the contract without
paying an early termination fee as C believed the phone was not fit for purpose.

T offered a free upgrade, or contract termination without penalty as compensation for the
problems. The Ombudsman considered these options reasonable under the
circumstances.
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84.4

C experienced problems with a T handset, so a replacement was organised. C received
the new handset, but it took a further three months for the battery to be delivered. When
the replacement battery was finally received, C experienced the same problems with the
new handset. C complained, but was advised that the handset would have to be sent for a
repair. T stated that it could not guarantee a loan phone in the interim, which C found
unacceptable as C required the phone for work purposes. C complained that the ordeal
had caused much stress and inconvenience.

The Ombudsman concluded that C had experienced intermittent service for a
considerable period of time. It was also concluded that the problem had not been dealt
with in a satisfactory manner. T offered a handset upgrade and 3 months half price line
rental. It was recommended that C gave this offer serious consideration. Also, the
Ombudsman required T to provide a letter of apology.

84.5

C got a T contract phone with the agreement that C could buy one handset and get one
free. For the first few weeks, the service was satisfactory, but it soon deteriorated. One of
the handsets suffered from dropped calls and a faulty battery. As personal circumstances
meant it was necessary for both phones to be reliable, C explained the situation to T on
several occasions and was promised a replacement. The replacement did not arrive, and
C ended up having to travel 10 miles to pick one up from a T store. The same problems
were experienced with the replacement, so C wanted to cancel the contract. C was
advised that to cancel the contract, C would be liable to pay a cancellation fee. C felt that
C had been very patient with T and tried everything it suggested, before finally deciding to
cancel. C felt that the termination fee was justified, but C did not want to be credit black-
listed. T offered a free upgrade or contract termination.

The Ombudsman was of the opinion that the resolutions offered by T were reasonable
under the circumstances. C was recommended to give the options strong consideration. A
small goodwill gesture was also awarded.

84.6

C experienced many problems with a T mobile phone, including poor battery performance
and an inability to make calls. Eventually the phone stopped working altogether. C
experienced poor customer service whilst trying to escalate the complaint. It took over two
weeks for a replacement handset to be supplied. C was also unhappy that C had received
no compensation despite paying for an unobtainable service.

T arranged the early cancellation of C’s contract without penalty in order to resolve the
situation. The Ombudsman also required that the charges paid by C, for the time C was
without a service, were refunded. A refund of the cost of the handset was also awarded,
provided that C could demonstrate proof of purchase.
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84.7

C experienced problems with a T handset, and so C had it replaced. The difficulties
included coverage, sending messages and making calls. Despite complaining on
numerous occasions, poor customer service meant that C had no response. C wished to
cancel the contract without penalty.

T offered a free handset upgrade or contract cancellation, which the Ombudsman
considered reasonable under the circumstances. The Ombudsman recommended that T
examined its internal communications very closely in an attempt to improve customer
service.

84.8

C had experienced many problems with dropped calls. C had to travel a distance of 30
miles to get a replacement handset. C was also advised that C’s account would be
credited for line rental and inconvenience. This was never actioned. C also experienced
major reception problems and had to resort to using loan phones whilst the T handset was
repaired. C made several complaints, but the problems continued. C therefore wished to
cancel the contract without penalty.

The Ombudsman was of the opinion that the level of service experienced by C was not
satisfactory. The Ombudsman considered T’s offers of free cancellation or handset
upgrade to be reasonable. It was recommended that these offers were given serious
consideration.

84.9

C experienced intermittent problems with a T handset, such as an inability to make or
receive calls. C followed the advice of a T representative, but this failed to resolve the
problems. T offered to fix the handset. However, when C took the phone to a T store for
repair, C was advised that a loan phone could not be provided in the interim. C was
unhappy with this, and was only willing to send C’s phone away to be fixed if a temporary
phone could be provided. C complained to no avail.

The Ombudsman was of the opinion that T’s position on the provision of loan phones was
clearly set out in the terms and conditions of the contract. However, it was clear that C
had received mixed messages from T advisors with regard to this. Therefore, a goodwiill
gesture was awarded, but it was recommended that C accept the fact that C would be
without a phone whilst it was being repaired.

84.10

C experienced many problems with a T phone, including calls cutting out, and incoming
calls going straight to voicemail. C contacted T about the faults and followed all of the
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advice offered by T customer service advisors. The problems continued, therefore C
arranged for the collection of the faulty phone for repair. The phone was sent for repair on
three occasions, but it failed to resolve the complaint. C wanted a new handset but was
advised that another repair was the only option. C felt that the service was substandard
and wanted to change to an alternative service provider. C therefore asked for a contract
cancellation.

The Ombudsman was of the opinion that C had experienced a series of technical
problems with C’s handset. Also, the level of customer service offered by T had been
poor. The Ombudsman required the contract to be cancelled without penalty as per C's
request. Also, a goodwill gesture was awarded.

84.11

C complained to T about various problems with a Mobile phone and was advised that they
were merely teething problems. C was credited with one month’s line rental. The
problems continued and C complained again. The complaint was escalated and it advised
that the phone needed to be sent for repair. C was unhappy with this it meant that C was
left without a phone for days. When C received the repaired phone, C continued to suffer
the same problems. C asked to cancel the contract so that C could change to an
alternative service provider.

The Ombudsman considered that C had experienced a series of technical problems and a
poor level of customer service. T offered to cancel the contract without penalty or upgrade
C’s handset. The Ombudsman agreed with these resolutions but required the cancellation
offer to be backdated to the date of the initial request. The Ombudsman also awarded a
written apology and a goodwill gesture.

84.12

C experienced several problems with C’'s T handset from the beginning of the contract. C
reported the faults immediately. Despite receiving 4 replacement handsets, the problems
continued. C was unhappy that C was paying for an unreliable service. C complained on
many occasions to no avail. C was advised that an early termination fee would have to be
paid if C was to cancel the contract.

The Ombudsman was of the opinion that C had experienced a very poor level of service;
however, it was clear that T had made efforts to resolve the situation. T was required to
upgrade C’s handset or terminate the contract without penalty. Also, a goodwill gesture
was awarded.

84.13

C began experiencing problems with a T service after the trial period had ended. C had
problems with calls dropping and the handset battery life. Customer service advisors did
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not appear to understand the problem when C complained, and none of the advice offered
by T seemed to improve the service. C was unhappy to be paying for an unreliable
service and wanted T to cancel the contract without penalty.

T admitted that C’'s handset suffered from dropped calls and poor battery life, and it
offered an upgraded handset to alleviate the problems. The Ombudsman considered this
offer to be reasonable and C was recommended to accept it.

85.0 Customer Service, Faulty Handset, Network Coverage
85.1

C experienced many problems with a T service, including an inability to make or receive
calls. C was advised that it was a network problem and it would be resolved, but the
problems continued. Poor customer service meant that C was unable to get a
replacement handset. As the phone was rendered unusable, C had to purchase a second
phone from an alternative provider.

T offered a choice of a free upgrade or contract termination as a resolution to the
complaint. The Ombudsman considered these options to be fair and reasonable under the
circumstances.

85.2

When C changed mobile phone provider, it took 3 weeks for C's number to be ported
across. C also experienced problems with the direct debit set up, poor network coverage
and difficulties with C’s handset. C contacted T, and an advisor confirmed that the direct
debit details would be changed, and that C would receive a call-back to discuss the other
issues. No call-back materialised. C also complained in writing, but received no reply. C
believed that C had received poor customer service and unacceptable network coverage.
The deficiencies of the service had inconvenienced C, as C was self-employed and relied
on the phone for work purposes. C wanted compensation if the matter was not resolved
quickly.

The Ombudsman agreed that the service received by C was poor. The Ombudsman
required an immediate handset upgrade in order to give the C a much improved service.
85.3

C experienced numerous problems with the T network. Several calls to T failed to resolve
the difficulties. C eventually received a replacement handset but the problems recurred.

The Ombudsman concluded that the evidence showed T had not investigated the
problems thoroughly. The Ombudsman therefore recommended that C allowed T to run
diagnostic tests and address the technical problems C had experienced.
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85.4

C experienced many problems with a T phone account, including erroneous billing, a
faulty handset and poor coverage. Despite complaining on humerous occasions, the
problems continued. The complaint was escalated to the executive office but C received
no response. C requested a contract termination, but this was not actioned and C
continued to be billed for the service. C wished to be compensated for the cost of
communicating with T and C’s inconvenience.

The Ombudsman found that C had received very poor customer service; therefore, T was
required to cancel the contract without penalty. The Ombudsman also required T to waive
the outstanding balance and provide an apology.

85.5

C complained to T regarding poor network coverage and handset faults.

C was allegedly advised by T that the network faults were being fixed, and C was told to
persevere with the service. The problems continued and C complained further. T failed to
reply to C’s correspondence and the matter was referred to the Ombudsman.

The Ombudsman was of the opinion that C had been offered a poor level of customer
service. However, it was also noted that C did not take advantage of the 14 day money
back guarantee and the 30 day warranty offered by T. A small goodwill gesture was
awarded to C. It was also required that if C wanted to cancel the account, the early
termination fee was reduced by half. C was required to pay any amounts outstanding on
the account.

85.6

C felt that the level of service C was getting from T was not to the standard that it had
promised. Problems included dropped calls, a lack of coverage, and an inability to access
voicemail. C complained to T, but did not receive a satisfactory response. T failed to
resolve the problems, despite the fact that C had continued to complain. C wished to
cancel C’s contracts and return the handsets to T.

T offered a free termination from the date that C had contacted the Ombudsman.
However, if C wished to remain a T customer, handset upgrades were offered. The
Ombudsman considered these solutions to be fair and reasonable under the
circumstances.

85.7

C experienced problems accessing voicemail, but these were resolved by T. However, C
then had problems with calls going straight through to voicemail without the phone ringing.
C complained on numerous occasions, but T failed to diagnose the cause of the problem.
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C also had problems with network coverage. C received little response to C'’s
correspondence, so C cancelled the direct debit for the service. C eventually asked to
cancel the contract, but was advised that C would have to pay a penalty for this to be
actioned. C’s line was diverted through non-payment.

The Ombudsman was concerned by the standard of customer service offered by T. The
length of time that the problems had continued for was also considered concerning. T was
required to upgrade C’s handset and offer a goodwill gesture of one month’s free line
rental, or release C from the contract without penalty. In either case, C was still liable to
pay for any calls made on the phone.

85.8

Since signing up with T, C had experienced continually poor service. C was unable to use
the service and two replacement handsets failed to solve the problems. C escalated C’s
complaint and explained that C did not want to pay for an unobtainable service. C wanted
an effective service and C was keen to try an upgraded handset if this would improve the
service quality. C complained of lost business through poor service and feared that C
would lose more customers if the service did not improve.

The Ombudsman was of the opinion that the problems encountered by C were
unreasonable. T offered a free upgrade or contract termination as resolution to the
problems, which the Ombudsman felt was fair in the circumstances. C was required to
inform the Ombudsman of C'’s preferred resolution.

85.9

C experienced poor service from both a T handset and the T network. The problems
included handset manufacturing errors, an inability to make outgoing calls, poor battery
life and calls going straight to voicemail. C also experienced many billing errors. C
claimed that C’s complaints had been ignored and promised call-backs had not
materialised.

The Ombudsman was of the opinion that T had tried to address the issues referred to in
C’s complaint. However, as the problems remained unresolved, it was recommended that
C allowed T to perform diagnostic tests in an attempt to resolve the complaint. An apology
was awarded along with a small goodwill payment.

85.10

C purchased 2 mobile phones but found that the reception on both phones was poor. T
advised C to persevere with the service as it was constantly improving. C was then
advised to return the phones to T, as the problems were due to faulty handsets rather
than network coverage. It was arranged for both handsets to be exchanged, but only one
replacement was received. The second handset was never replaced. C complained on
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numerous occasions and advised that C wished to cancel the contracts. T eventually
offered to cancel the contracts or switch them to a lower tariff.

The Ombudsman considered the offers made by T to be reasonable under the
circumstances.

85.11

C bought a T phone, under the advisement that although C’s area was not serviced by the
network at that time, it would be shortly. However, C suffered many difficulties with the
network. C complained to T on numerous occasions, but the complaint remained
unresolved. Soon after, the T handset stopped working altogether, rendering the service
completely useless. T advised that a replacement handset would be provided but C did
not receive this. C continued to complain, but found it difficult to escalate and resolve the
matter. Poor customer service meant that responses to C'’s letters were very belated and
promised call-backs did not materialise. T eventually offered to terminate the account
without penalty, providing that all equipment was returned.

The Ombudsman was of the opinion that C had received an inadequate service from T.
However, T had made several attempts to resolve the issue. The Ombudsman therefore
felt that T's offer to terminate the account was fair and reasonable under the
circumstances.

85.12

C experienced many problems with a T handset and network coverage. Many of the calls
would drop and calls would divert to voicemail even when C was in an area with full
network coverage. Also, many other functions on the phone were faulty. The handset was
replaced but the problems continued. C complained but was refused escalation. C was
unhappy that C was paying for an unusable service. C was also misadvised with regard to
the repair of C’s handset.

The Ombudsman concluded that it was clear that C had experienced a very frustrating
time with the T service. However, the Ombudsman was pleased to note that T had offered
a free upgrade or contract cancellation as a remedy to the situation. These offers were
deemed reasonable under the circumstances, and C was recommended to choose one of
them.

85.13

C complained that C had experienced a very poor T network service. C persevered with
the service, but the problems did not improve. Although C lived in a strong signal area,
C'’s calls were constantly dropped. Also, incoming calls diverted straight to voicemail
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without the phone ringing. C was seriously inconvenienced by these problems as C relied
on the phone for work purposes. The problems with the phone had led to C receiving a
disciplinary warning at work. Despite complaining on many occasions, C received little
response. Letters of complaint sent to T were ignored. C wished to cancel the service
without penalty.

It was clear that C had suffered a very poor service, with regard to both technical
difficulties and substandard customer service. The standard of service was clearly
unacceptable as it had led to C suffering disciplinary action at work. The Ombudsman
required T to waive any outstanding amounts on the account and terminate the contract
without penalty.

85.14

C complained that C had suffered a very poor T service from the beginning of the
contract. T advised that it was carrying out network upgrades and asked C to persevere.
However, after months of complaining it transpired that C’'s handset was faulty. A
replacement was arranged but never received. C refused to pay for the unobtainable
service and was pursued for payment by T’s credit department. C continued to complain,
but escalation of the complaint was refused. C's letters of complaint were ignored. The
problems caused C to purchase another phone with an alternative provider. C therefore
wished to be released from the contract without penalty.

It was clear to the Ombudsman that C had experienced a substandard service. The
Ombudsman required T to clear any outstanding amount on the account and terminate
the contract without penalty.

85.15

C experienced many technical problems with a Mobile phone. C persistently complained
and was promised a new handset on many occasions. No replacement handset was ever
received. C found it difficult to get through to customer service advisors and promised call-
backs did not materialise. T eventually offered to cancel the contract without penalty. This
offer was accepted by C but never actioned. Letters of complaint were responded to, but a
satisfactory resolution was not reached.

The Ombudsman considered that C had received a very poor service from T. T was
required to cancel the contract without penalty. Also, a goodwill gesture was awarded.
However, C remained liable for any charges outstanding on the account.

85.16

C complained that C had never had network coverage since the start of the contract. C's
bills demonstrated that incoming calls would divert to voicemail without the phone ringing.
C also experienced handset difficulties. C was unhappy that C was paying a monthly
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charge for a faulty service. C felt that the level of customer service offered by T was poor,
and C was unwilling to send the phone away for repair. C wanted to cancel the contract
without penalty. Also, C wished to be compensated for the lack of service.

The Ombudsman required T to upgrade C’s handset with immediate effect. If this failed to
resolve the technical problems, T was required to terminate the contract with a 50%
reduction in the cancellation fee.

85.17

C claimed that C had experienced many problems with a T service including network
problems, a faulty handset and poor customer service. Also, C complained of number
porting delays. C failed to keep a log of the times and dates of calls to T, but claimed that
a poor level of customer service meant that C had found it difficult to resolve the
problems. C wished to be released from the contract so that the number could be ported
to a different network.

The Ombudsman was of the opinion that there was insufficient evidence to support C’s
claims. As the technical aspects of the complaint had been rectified, the Ombudsman
required no further action.

86.0 Customer Service, Faulty handset, Number Porting
86.1

After experiencing many problems with a T handset, C complained and received a
replacement. However, the replacement did not improve the service. Another replacement
phone was provided, but the problems continued. C complained further and was advised
that the problems possibly stemmed from faulty number porting. T performed a diagnostic
test, but when things did not improve, yet another replacement handset was provided. T
assured C that this would solve C’s difficulties. The problems did stop temporarily, but
new problems began. C wanted to cancel the contract, but C was advised that a penalty
would have to be paid. C was not interested in any more replacement handsets, and so C
was left without a reliable phone.

The Ombudsman considered the level of customer service experienced to be poor. The
Ombudsman therefore required T to cancel the contract without penalty, and backdate the
cancellation to the date of the first request. C was required to pay any call costs, which
were not included in C’s package, incurred after the cancellation date.

87.0 Customer Service, Faulty handset, Reconnection

87.1

C reported C’s mobile phone as stolen, but later found it and informed T of this. C was
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advised that the phone would be reconnected but this was not actioned. It took 5 days for
the account to be reactivated. However, C experienced numerous problems with the
phone following the reconnection, including an inability to connect to the network. It was
arranged for the handset to be collected and repaired, but this never happened. C
complained in writing, yet received no response from T. C was unhappy that C was
paying for a service that could not be used, and therefore wished to be released from the
contract without penalty.

The Ombudsman considered that T had provided a poor level of service. T was required
to release C from the contract without penalty and clear any charges for calls made to it
when trying to resolve the complaint. A small goodwill gesture was also awarded in
recognition of the inconvenience caused.

88.0 Customer Service, Faulty Line
88.1

C encountered problems with C’s internet service provider. Having been directed by T's
website to use a different number for dial up, C had great difficulty accessing the internet.
Despite numerous technical calls to T, the problems continued for four months. C
experienced poor customer service and C did not receive promised call-backs. T had
taken a disappointing length of time to identify the cause of the problem and resolve it. C
therefore wrote to T, requesting compensation for C’s time and effort. C received little
response to C's letters of complaint. C eventually received a letter of apology for the delay
in replying, and an offer of a small goodwill gesture.

The Ombudsman was concerned at the length of time it had taken T to resolve the initial
problems. However, T's log notes showed that it was working on the problem and the
issue had been escalated. T had attempted to keep C up to date with any developments
but this was not always possible. Whilst the Ombudsman was sympathetic to C, T's offer
of a goodwill gesture was deemed reasonable. No further action was required.

88.2

C had a T line installed, solely for internet use. Problems with the line forced C to make
many calls to a technical helpline in an effort to try and resolve the situation. C
complained and was advised that C would be reimbursed for the calls. T investigated the
problems with the line and resolved them, but allegedly informed C that the work should
have been done when the line was first installed. C wished to be reimbursed for the costs
incurred for the work done to the line. C also disputed charges for calls made to the
internet service provider. T offered to waive a portion of the charges, but C felt that the
offer did not compensate him/her for the costs incurred and the loss of service.

The Ombudsman considered the quality of performance of the internet line was poor. T
was required to take measures to ensure the line provided an optimal service. However,
the goodwill gesture offered by T towards the disputed charges was deemed reasonable.
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89.0 Customer Service, Home Highway
89.1

When cancelling a T digital service, C was advised that a premium would have to be paid
to return to an analogue line. Although C was unhappy with this, it was felt that there was
no alternative. C agreed to the charge and arranged the conversion, but problems with the
reconnection left C with no service for 24 hours and a faulty line after that. C had great
difficulty trying to resolve the technical problems due to poor customer service. C felt that
the conversion charge should have been waived due to the problems experienced. The
situation reached deadlock.

The Ombudsman considered the conversion charge to be an actual cost to T, which it
was entitled to apply. No further action was required by T.

90.0 Customer Service, Information Disclosure
90.1

C cancelled a T pay-as-you-go package and opted for a contract phone. After the account
was cancelled, C started to receive somebody else’s bills for C’s original package. C
complained in writing to T about these bills, poor reception and dropped calls; however,
received no response. C called T to request international roaming and also to ask about
the receipt of C’s letter. T advisors were unhelpful and C discovered, whilst abroad, that
the international roaming facility had not been actioned. C complained further about the
poor service quality and also the continued receipt of wrong bills, but the matter remained
unresolved.

The Ombudsman considered the service received by C to be poor. The Ombudsman was
also concerned about the erroneous disclosure of personal data from one customer to
another. It was considered appropriate that T provide a free handset upgrade. Also, a
goodwill gesture was awarded.

91.0 Customer Service, Misallocated payment
91.1

C tried to top up C’s mobile phone using a credit card. The payment failed and C
contacted T to see what had occurred. An advisor told C that the payment would be put
through again, but although two payments had been taken from the credit card, the mobile
account balance remained unchanged. C complained again and the matter was
investigated, and C provided a credit card statement showing the mistake. C heard
nothing further and the matter remained unresolved.

The Ombudsman found that the level of customer service provided by T was poor, and
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exacerbated the original problem. The Ombudsman required all missing payments to be
refunded to C, and an equivalent goodwill gesture was also awarded.

92.0 Customer Service, Mis-selling
92.1

C gave out bank details during a high pressured promotional call, on the understanding
that no money would be taken from C’s account. C had only requested details about T's
service during the call, but C found T had attempted to take a direct debit without
authorization. C then received a demand from T’s debt collectors for the service. C
complained and was assured that this would be rectified; however, C received a further
demand.

The Ombudsman was concerned that C had felt pressurized into giving out bank account
details over the phone. Despite C making it clear to T that C did not want the service, it
failed to cancel the erroneous account. The Ombudsman required all monies that had
been paid to the account to be refunded, and any outstanding amounts to be waived. The
Ombudsman also awarded a goodwill gesture in view of the inconvenience and upset
caused.

92.2

C gave out bank details during a promotional call, although C had not agreed to any
services. C then received a welcome letter for the T service, advising that it could be
cancelled within 14 days. C called T to cancel the service, and informed it that C had only
requested information. The cancellation was not actioned, and T continued with the
service transfer. T then debited money from C’s bank account, and C contacted it again to
explain the situation. C experienced poor customer service when trying to resolve the
situation, but T eventually agreed to cancel the account and refund the monies taken. This
did not happen, and C was pursued for payment for the service. C wanted a written
apology and a refund.

The Ombudsman was concerned by T’s selling practices. T agreed to cancel the service
and refund the money to C. A written apology was also provided.

93.0 Customer Service, Mis-selling, Pricing Plan
93.1

C discussed phone packages whilst C was talking to an advisor. C was advised to change
to a different package that was more suited to C’s needs. When C received a bill with the
new package, it was more expensive than it would have been previously. C complained,
and the complaint was escalated but C was not satisfied with the response. C felt that the
package had been mis-sold and was therefore only prepared to pay the charges as they
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would have been billed on the previous tariff.

The Ombudsman required T to recalculate the bill according to C’s old tariff. C was
therefore liable for the recalculated bill only. C was also awarded a goodwill gesture in
view of the poor customer service received.

93.2

C bought a T contract phone as recommended by a salesperson, and was advised that C
could change to a pay as you go tariff after three months. However, after three months
had elapsed, C contacted T and was advised that the tariff could not be changed to a pay
as you go one during the first 12 months of the contract. T switched the account to a lower
tariff in an effort to reduce C’s costs in the interim. C returned to the T shop in order to try
and rectify the problem and was advised that the information initially provided was correct.
The shop sent a fax to T customer services to that effect, but C heard nothing. A second
fax was sent 2 weeks later; no response was received. C was unhappy that C was unable
to escalate and resolve the complaint.

The Ombudsman was concerned by the conflicting advice given by salespersons and
customer service representatives. The Ombudsman required T to put the account onto
the lowest available tariff for the remainder of the 12 month contract. T was required to
recalculate all of C’s bills for the 12 month period as per the new tariff, and refund any
overpayments to C. A goodwill gesture was also awarded to cover any expenses that C
incurred whilst pursuing the complaint.

94.0 Customer Service, Missing Payment, Restricted Services
94.1

C paid C’'s T bill with a payment card as this enabled the payment of any amount at any
time. However, C had mistakenly made payments using C’s mother’s card, who had died
3 years earlier. This resulted in C’s account going into arrears, and the disconnection of
the line. An investigation into the matter failed to locate the missing payments and C
continued to be billed for the disconnected service. C wanted T to apply the missing
monies to the account and close it, as C had found an alternative service provider.

The Ombudsman was concerned that it had taken 6 months for T to investigate the matter
and find the missing payments. Although the initial error was C’s, it was felt that T should
have done something sooner to prevent the termination of the account. T was required to
apply the monies to the correct account and ensure that C’s bills did not include charges
from after the disconnection period. A goodwill gesture was also awarded.
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95.0 Customer Service, Promotional Call, Slamming
95.1

C requested written information from T during a promotional call, but was told that C
would have to give bank details before that could be done. C provided the bank details
then received a letter welcoming him/her to the service. T was immediately contacted and
advised that C had not agreed to the service and therefore wanted it to be cancelled. C’s
letter was not acknowledged. C was then sent hardware for the service. Despite
complaining on many occasions the matter remained unresolved. T failed to cancel the
account and pursued C for payment. C wished all charges to be waived and the account
to be cancelled as requested.

The Ombudsman was of the opinion that T had continued to bill C for the service for a
number of months, despite the fact that C had never used the service and C had
requested cancellation. The account was to be cleared of all outstanding amounts and
cancelled. A small goodwill gesture and an apology were awarded.

96.0 Customer Service, PRS Helpline
96.1

C could not use C’s T internet package. C complained but heard nothing. C resorted to
contacting two technical helplines, but this did not resolve the problem. C deducted the
cost of contacting the helplines from C's internet bill, but C was pursued for the
outstanding amount. Poor customer service meant that C received no response to letters.
C was also cut off by an advisor when trying to escalate the complaint. The problem was
not rectified and C had to change service provider in order to access the internet.

The Ombudsman concluded that C had made many attempts to put an end to the
problem. However, it was also clear from the evidence that T had made efforts to help C.
T waived the cost of the helpline calls, which the Ombudsman considered reasonable
under the circumstances.

97.0 Customer Service, Replacement Handset, Stolen Mobile Phone
97.1

When C’s mobile phone was stolen, C immediately reported it and paid the insurance
excess for a replacement. The issue of a replacement phone was confirmed by T, but C
did not receive it. C complained on numerous occasions but received no promised call-
backs or responses to C’s letters. T eventually stated that a replacement handset would
be reissued, but as C had already purchased one, C asked for the insurance excess to be
returned instead. After a further 2 months, T offered a replacement handset plus the
refund of the insurance excess as a goodwill gesture. C refused this settlement and
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wished to be reimbursed for the cost of the new handset that C had purchased, along with
the cost of the calls made to T when trying to resolve the matter. C also wished to cancel
the contract without penalty.

It was clear to the Ombudsman that C had experienced a very frustrating time since the
theft of the original handset. Although C had done what had been asked of him/her, T had
failed to deliver the replacement. The Ombudsman required T to refund the cost of the
original handset, subject to the provision of proof of purchase. Also, the insurance excess
was to be refunded to C and any amounts outstanding on the account were to be cleared.
C was to be released from the T contract without penalty.

98.0 Customer Service, Restricted Services
98.1

C had a satellite broadband service installed as ADSL was not available where C was
residing. C noticed a fluctuation in the speed of the service and also a lack of bandwidth
coincident with the modem ceasing to function. T replaced the modem with an ex-rental,
scratched unit that looked to be in poor condition. The replacement did not improve the
situation, so C contacted T and was informed that C’s service had been capped for one
week due to excessive usage at peak times. C enquired as to when the internet was
busiest, but T refused to state when the peak hours were. C’s problem was escalated
within T yet it remained unresolved.

The Ombudsman was of the opinion that some specification of the peak hours would be
beneficial in helping customers to modify their usage. However, the Ombudsman did not
think that one week’s service restriction was sufficient justification to require any specific
action from T. It was recommended that T forewarn customers that their service will be
restricted if they do not modify their usage.

99.0 Customer Service, Upgraded Handset
99.1

C wanted to upgrade a T phone, but experienced problems with misinformation, orders
not being placed and failed deliveries. After numerous failed deliveries, C received too
many phones. C complained that no T representatives could offer advice regarding what
C needed to do with the extra handsets. C complained on many occasions both by phone
and letter. T did apply a credit to the account, but C felt that the customer service issue
raised in C’s complaint had not been addressed. T instructed C to take up this area of the
complaint with the courier, as it was courier that was responsible for the delivery
problems. The complaint was escalated and C received a deadlock letter from T.

The Ombudsman concluded that although a goodwill payment credited to C’s account, the
issues raised in C’'s complaint had not been fully addressed. The Ombudsman was also of
the opinion that T had a responsibility to investigate difficulties with the courier service that
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it had chosen to use. Therefore, a letter of apology was awarded to C, and T was required
to fully investigate the actions of the courier service involved.

100.0 Disputed Charges, Premium Rate calls
100.1

C disputed premium rate call charges on C’s phone bill. T confirmed that the calls had
originated from C’s line, but C maintained that nobody could have made the calls. T
investigated the complaint and issued C with a deadlock letter.

The Ombudsman was of the opinion that T had thoroughly investigated the problem.
Therefore, no further action was required by T and the call charges remained valid. C was
advised to get a premium rate call bar applied to C’'s phone.

101.0 Direct Debit, Contract Customer Service, Slamming
101.1

C was offered a T package during a promotional call. As the offer was quite interesting, C
provided bank details but chose not to accept the offer at that point. C received a second
call two weeks later, and advised that C was no longer interested in the service. Further
calls were received and C reiterated the fact that the service was not required. C then
received a welcome letter and a billing reference for the package. T also tried to take
money via direct debit for the service, resulting in bank charges. C complained in writing
and requested a refund of the bank charges, but C received no response. T initiated debt
collection proceedings for an outstanding amount on the account. C also received a notice
of impending court action.

It was clear that C did not wish to proceed with the service set-up, but this was apparently
ignored by T. As C failed to provide evidence regarding the bank charges incurred, the
Ombudsman was unable to consider that element of the complaint. Although T had
eventually cancelled the erroneous account, no credits had been applied to it, therefore
resulting in debt collection action. The Ombudsman considered that C had been treated
very poorly by T, and recognized the fact that the impending court action could have
resulted in damage to C’s credit history. Charges were waived and the Ombudsman
awarded a goodwill payment and a letter of apology.

101.2

C received a promotional call about a cheap telephone and internet package from T. C did
not agree to any service, but C asked for some literature about the service. C was under
the impression that the provision of bank details at this stage would save time if C did
decide to register. The information was therefore provided to T. C decided not to continue
with the set up and ignored the following T letter that C received. However, upon
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examination of a bank statement, C noticed that T had debited money for the service. C
complained about this by both email and letter. C received no response and so advised a
T customer service representative that the service was not required. A note was made on
T’s system and C received an acknowledgement letter stating that the complaint was
being dealt with. Despite this, C received a default notice for the service as C had
cancelled the direct debit.

C was adamant that C did not request the service. However, C had used the service and
was therefore prepared to pay the relevant charges. The Ombudsman agreed that these
charges were valid, but was concerned that the account had been set up without C’s
consent. A goodwill gesture was therefore awarded.

102.0 Direct Debit, Duplicate Account
102.1

C experienced numerous problems from the start of C’'s contract with T. The problems
stemmed from the fact that 3 direct debits had been set up in error. C complained to T
when C received 3 bills for the service, two of which were for erroneous accounts. T
responded to the complaint by cancelling the correct direct debit as opposed to those for
the two spurious accounts. C was subsequently harassed for payment. C complained
again and was advised that all the incorrect numbers would be cancelled. The problems
continued despite T's many assurances that they would be resolved. C found it difficult to
escalate the complaint and was advised that C would be liable to pay a termination fee if
the account was cancelled. T offered an upgraded handset and a small goodwill gesture
to C.

The Ombudsman considered that the evidence presented by T pointed to a puzzling issue
that was not fully investigated or resolved. T was required to investigate the problem
thoroughly and based upon the results of the investigation, C was to make a decision as
to whether to accept T's offer. If C still wished to cancel the contract, T was required to
reduce the termination fee by half.

103.0 Disputed Charges
103.1

C disputed call charges that appeared on C’s T bills. C enquired abouMobile charges on
the account and was provided with a call log. C disputed the mobile calls and also
contended that the call durations were logged incorrectly. C escalated the complaint and
received a deadlock letter from T. C wished to be compensated for the time C spent trying
to resolve the complaint.

The Ombudsman concluded that the call charges were correct and required C to pay the
outstanding amounts.
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103.2

C had a T line installed specifically for internet access. C received a large bill for the
service which including many call charges. C did not dispute the fact that the calls were
made, but the fact that they were not included in the internet package. C complained in
writing but received no response. C also requested to terminate the line, but this was not
actioned. C continued to receive bills for the service.

It was clear to the Ombudsman that the problem had stemmed from the use of an
incorrect dial-up number, which C was responsible for. However, the Ombudsman
considered the advice and customer service offered by T to be poor. A goodwill gesture
was therefore awarded.

104.0 Disputed charges, Faulty Line, Reconnection
104.1

Damage was done to a T cable when C was having repair work done on C’s driveway.
The builder who caused the damage, refused to accept responsibility for it as the cable
was only at a depth of six inches. T billed C for the repair. C disputed the amount and was
told that it would be put on hold while the matter was investigated. C heard nothing further
until T sent a threatening letter to disconnect the service if the outstanding amount was
not settled. C therefore paid the amount in full. C believed that, due to the location of the
cable, C should not have been held responsible for the bill.

The Ombudsman was sympathetic to C's predicament; however, T had acted within the
terms and conditions of the service. C was therefore liable for the resulting charges. The
Ombudsman suggested that C pursued the matter with the builder in order to reclaim the
amount.

105.0 Disputed Charges, Fraud, PRS Calls
105.1

C was sharing a house with a man who had used C’s phone to make premium rate calls.
C was unaware of this until C received a bill for the service. A premium rate bar was put
on the line to prevent this from happening again; however, C declined a mobile call bar as
C claimed to have not been advised about the potential charges for such calls. Further
premium rate calls were made from the line, including mobile calls charged at premium
rate. C did not know about these because the man had kept the T bills from him/her. Also,
T had allowed the man to deal with the telephone account, despite the fact that C had set
up a password for it. T advised that C would be liable for the charges as C was the
account holder. C paid the undisputed portion of the bills.

It was clear to the Ombudsman that C had been a victim of a fraudster. It was also clear
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that T had escalated C's complaint correctly and addressed C’s concerns in writing.
Although the Ombudsman had great sympathy with C, C was deemed responsible for the
outstanding charges as the account holder. T was required to arrange a mutually
convenient payment plan for the bill.

106.0 Disputed Charges, PRS Calls
106.1

T's bill showed a series of premium rate calls that had not been made by C or C’s family.
A premium rate bar was put on the line and all call made from the line were monitored for
a period of two weeks. No calls to disputed humbers were recorded during that time. C
paid the undisputed portion of the bill, but T still disconnected the service.

The Ombudsman considered that T had carried out a comprehensive investigation of the
problem, which had discovered no faults. Although the Ombudsman appreciated C’'s
frustration, there was no evidence to demonstrate that C had not made the calls. C was
therefore deemed liable for the charges. However, the Ombudsman required a mutually
agreeable repayment plan to be arranged.

106.2

C noticed an excessive amount of charges on a T bill. Although C did use premium rate
services, C was adamant that those shown on the bill were erroneous. The bill showed
that the calls had been made in succession, only one minute apart. T investigated the
calls, but found the charges to be correct. C exhausted the T complaints procedure to no
avail.

Although the Ombudsman was sympathetic with C, no evidence had been presented to
suggest that C was not liable for the calls. The Ombudsman concluded that the call
charges remained valid. However, T was required to contact C and organize a mutually
agreeable payment plan for the outstanding amount.

107.0 Disputed Charges, Stolen Mobile Phone
107.1

C informed T that C’'s SIM card had been stolen, and was advised that all call charges
incurred before the cancellation of the card would be valid. C was charged for a series of
fraudulent international calls. C complained as the account had had an international call
bar applied to it. T claimed that C had requested the bar to be lifted, but C disagreed. C
felt that C should not have been held responsible for these calls.

On the balance of evidence submitted to the Ombudsman, T was required to reduce the
cost of the disputed international calls by half. This was to reflect the balance of
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responsibility of both parties.
108.0 Faulty Equipment
108.1

After having a T broadband service installed, C experienced problems with C's computer.
C’s computer would freeze and fail to close down properly when the T modem was
engaged. T sent a new modem to C in an attempt to resolve the situation. However,
despite contacting T on several occasions, and following all the advice offered to him/her,
the problems continued. C was eventually advised that the only resolution would be to buy
a different modem. C was not prepared to pay for this, and found it difficult to escalate the
complaint within T. C felt that some sort of compensation was in order as C had been
inconvenienced by the ordeal.

The Ombudsman was of the opinion that T should loan the equipment to C that C
required to access the service. If the trial was successful, C would need to decide whether
to purchase the relevant item. If this was not the case, it was recommended that C consult
an independent computer expert to resolve the problems.

109.0 Faulty Handset
109.1

C experienced many faults and problems with a Mobile phone. A T advisor explained that
the difficulties were due to faulty handset, and a replacement was sent out to C. This did
not solve the problems and C complained again. T advised that nothing further could be
done as C was outside the 14-day return policy. T also explained that C was still
responsible for paying line rental. C was unhappy as this meant that C was paying for an
unobtainable service.

The Ombudsman awarded the options of either a handset upgrade and a goodwill gesture
of one month’s free line rental, or contract cancellation without penalty.

109.2

C experienced intermittent problems with a Mobile phone from the beginning of the
contract. When the problems got worse, C complained. C was given some advice on how
to try and rectify the problem and C was informed that there was a general problem in the
area. C persevered with the phone but the problems continued. T sent out a new handset
but the same faults were experience. After complaining on several occasions, T offered
another replacement handset. C had lost confidence in the T service and so wished to be
released from the contract without penalty.

The Ombudsman agreed that C should be released from the contract without paying a
termination fee. The Ombudsman also required that any charges paid after the date of C’s
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complaint to the Ombudsman be refunded. However, C was required to pay the cost of
any call made since that date.

109.3

C experienced many problems with a T phone. Despite the fact that several tests had
been carried out to find the source of the problem, the problems continued and C was
unhappy with the service. The complaint was escalated but remained unresolved.

The Ombudsman concluded that T had acted in a fair and responsible manner. No further
action was required.

109.4

C experienced problems from the outset with a mobile phone. Despite complaining to T
on many occasions, C remained dissatisfied. T replaced the handset twice but this failed
to solve the problems. C was left without a service for 7 weeks over the Christmas period
and suffered financial losses as a result. C felt that C had been very patient but the
situation was such that C had lost all confidence in T's equipment. T eventually offered an
upgraded handset and to clear the outstanding balance on the account.

The Ombudsman considered T’s offers to be fair and reasonable under the
circumstances. If the problems continued with the new handset, T was required to cancel
the contract without penalty as per the date when C first lost the service.

109.5

C bought 2 mobile phones from T. On the first day of the contract, C complained as C
could neither make nor receive calls. T advised that the difficulties were merely teething
problems, and the service would improve. Soon after, both handsets developed faults and
had to be sent for repair. One was repaired whilst the other was replaced. Both phones
were usable for a time, although sometimes unreliable, but they eventually stopped
working altogether. C complained on many occasions and wished to cancel the service,
but T advised that C would be liable for an early termination fee if the contracts were
cancelled.

It was obvious to the Ombudsman that C had experienced many problems with the T
service. However, T advisors had attempted to remedy the situation as per T standard
procedures. The Ombudsman therefore required T to replace both handsets and refund
line rental charges for the period that the phones were unusable. Two small goodwill
gestures were also to be credited to the accounts.
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109.6

C bought two T phones, and almost immediately C experienced problems with one of the
handsets. The handset was sent for repair twice, but each time it came back just the
same. On a third occasion, T advised that the phone was not working due to water
damage. C assured T that the phone had never been exposed to water and the phone
was sent for repair again. When the phone was collected, it was still faulty. Despite
complaining to T and attempting to escalate the complaint, the problems continued. C
therefore wished to be released from the contract.

The billing evidence submitted by T suggested that the phone was capable of making
calls and it had been used on a fairly regular basis. However, T did recognise C’s
complaint and offered either a free contract cancellation or handset upgrade. The
Ombudsman considered the offers to be reasonable, and C was recommended to accept
one of these.

110.0 Faulty Handset, Network Coverage
110.1

C experienced many problems with the T service from the beginning of the contract. C's
bills verified that poor network coverage made it impossible for most of C’s calls to
connect. C contacted T and arranged for a replacement handset, however, the new
handset did not improve the situation. C experienced poor customer service when
attempting to resolve the problems, and felt that C should not have to pay for a non-
existent service. C wished to be compensated for the difficulties experienced, and cancel
the contract without penalty.

The Ombudsman considered the service provided by T to be poor. The Ombudsman
therefore required C to be released from the contract without penalty, but C was required
to pay any charges incurred up to the date of cancellation. A goodwill gesture was also
awarded.

110.2

C had a faulty T handset which caused difficulty in making and receiving calls. C
complained to T on many occasions but experienced poor customer service. A
replacement handset was provided, and T eventually confirmed that the matter would be
investigated, but the problems continued. C did not receive promised call-backs and
nearly four months after the initial complaint, C received a letter explaining that nothing
could be done. C stopped using the phone and wished to be released from the contract. T
agreed to terminate the contract.

The Ombudsman was of the opinion that C had experienced many problems and felt that
T’s offer to terminate the contract without penalty was reasonable in the circumstances.
The Ombudsman also required that the line rental charges were refunded to the point
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when C ceased to use the phone.
110.3

C suffered very poor service from the beginning of C’'s mobile phone contract. The
problems meant that C was unable to use the services that C was paying for, and T's
suggested resolutions did not help to improve the situation. C wished to cancel the
contract without penalty.

The evidence submitted to the Ombudsman showed that C had not informed T of the
range of problems C was experiencing. This had led to the failure of T to diagnose the
fault. The Ombudsman therefore required T to investigate the fault based on the new
information provided.

111.0 Faulty Line
111.1

C had experienced a fault on a T phone line and reported it, but the problem remained
unresolved for 18 months. C experienced poor customer service when trying to resolve
the problem as T failed to keep appointments and reply to correspondence. C claimed
that T advisors had been rude and cut off C’s calls. C also stated that T had left the job
incomplete when attempting to rectify the problem and the agreed compensation for this
was not paid. C felt that the matter remained unresolved.

The Ombudsman stated that the customer service issues were clear in this case.
However, it was also clear that T had difficulty in resolving the problem and had spent a
great deal of time dealing with it. A goodwill gesture was awarded in recognition of the
problems. The Ombudsman also recommended that C’'s phone was monitored in order to
identify any noise on the line. If any noise was identified, T was required to investigate the
problem further.

111.2

C agreed to transfer to another service provider following a promotional call. However, C
experienced problems with the service from the start. C’s telephone did not work for
months, and C’s internet service had never worked. Despite escalating the complaint, the
problems continued. C was seriously inconvenienced as C worked from home. C was also
erroneously charged for the installation of the TV portion of the service.

It was clear that C had experienced problems with the whole package, yet T had only
offered compensation in connection with the telephony element of the complaint. The
Ombudsman considered the lack of progress made with the TV and internet elements of
the package to be frustrating. However, the Ombudsman felt that T could not be held
responsible for faults with the TV and internet service providers. Therefore, no further
action was required.
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111.3

C experienced a fault with an internet connection and contacted T. C was advised that the
line had been checked and appeared to be working. All equipment attached to the line
was checked for faults, but C found nothing. A T helpdesk advisor also talked C through
diagnostic tests to check the line. The problem continued and C called an independent IT
engineer. The engineer agreed that the problem seemed to be with the line, but another
modem was tried in a final effort to resolve the problem. The difficulties continued and T
refused to escalate the complaint as C was no longer using a T modem. The original
modem was reinstalled and the complaint was escalated. The technical problems were
traced to the local exchange and resolved. An offer of two weeks free service was made,
but C was unhappy with this and wished to be reimbursed for the cost of the engineer
callout.

The Ombudsman sympathised with C’s frustration but felt that T had acted fairly and
within the terms and conditions of the service. Therefore, the Ombudsman felt that the
offer of two weeks free service was reasonable under the circumstances.

112.0 Incompatible Software
112.1

C’s broadband did not work from the beginning of the contract, due to a software
incompatibility. The service was out of action for one month. At C’s personal expense, C
downloaded upgraded software as advised by T. C was unhappy that C had to pay to
correct the problem, and therefore wanted compensation. T offered one month’s free line
rental.

The Ombudsman found that T had acted within its terms and conditions of the service.
The offer of one month’s free line rental was deemed fair; therefore no further action was
required.

113.0 Incorrect Pricing Plan, Service Transfer
11.3.1

C had completed an online ‘change of address’ form to inform T that C wished to transfer
its service to a new property. The transfer did not take place, so C queried itwith T. T
advised that problems on the line had interfered with the migration. C was also advised
that C would be informed when fault was fixed. After 5 days without a service the line was
finally connected, however, the connection was done incorrectly and C ended up on the
wrong tariff. C eventually had the right package reactivated.

The Ombudsman was of the opinion that T had responded promptly to C’'s concerns. T
credited C’s account for the mistake, which the Ombudsman found reasonable under the
circumstances.
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114.0 itemised Billing
114.1

C was paying for an itemised billing service that C was not receiving. C complained to T,
and despite being promised that a copy would be sent, it did not appear. This continued to
happen, and after the third time, T advised C that it would remove and reapply the service
to ensure that it was working. C failed to receive an itemised invoice again and despite
complaining, the problem remained unresolved. C was displeased that T was taking
money for bills that C could not check.

It was clear that, regardless of T's efforts to resolve the problem, it was unsettled for a
number of months. The Ombudsman considered that C had been inconvenienced by the
situation, and therefore, awarded a small goodwill payment.

115.0 Itemised Billing, Misinformation
115.1

When C took a contract out with T, C opted to pay for an additional package which
included itemised billing. Despite this, C received no itemised bills. When this was
gueried, C was advised that only calls costing more than 50p would be itemised. C was
advised to pay an additional amount for a fully itemised bill. C wanted T to provide fully
itemised bills, as per the advice that C had initially received.

The Ombudsman was of the opinion that T had fulfilled the obligations of the contract.
However, it was also clear that this information had not been provided to C in the original
documentation about the service. The Ombudsman awarded a small goodwill gesture to
C and required T to provide fully itemised bills for the entire 12 month contract.

116.0 Minimum Contract Length, Promotional Package
116.1

C had a one year advanced line rental package which was renewable annually. Two
months before the package was to be renewed, C paid a promotional price to upgrade the
handset and was advised that C was entering a new agreement. T sent a letter explaining
that C had broken C’s contract by changing tariff. C was given the option of paying for the
year of the full contract with a penalty and reverting to a pay monthly plan. A T advisor
contacted C and stated that no penalties or charges would be applied to the account.
However, this was not the case and T pursued C for payment. C was advised that if the
new handset was returned or the full price was paid, the debt would be cancelled. C
considered that C was following T's advice and taken the upgrade in good faith. C was
issued a deadlock letter.
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The Ombudsman believed that the options offered by T were reasonable. However, it was
clear that C had received incorrect advice from a CSA. The Ombudsman therefore
awarded a goodwill gesture.

117.0 Mis-advising, Network Coverage
117.1

C experienced problems such as poor signal, calls dropping and calls breaking up with a
T phone. C sent the handset away for repair, as per T's advice. When the handset
returned, the problems continued and C complained to T. C's complaint remained
unresolved and C was inconvenienced and frustrated by the ordeal. C was also
misinformed by T advisors regarding network coverage.

The Ombudsman sympathized with C, as C had been paying for an unobtainable service.
It was also recognized that C had not been informed that C lived in a poor coverage area.
As the coverage in that area was improving, T offered to upgrade C’s handset. However,
if C continued to suffer poor service, T was required to cancel the contract without
penalty.

118.0 Mis-informing, Restricted Services
118.1

C purchased a T package which allowed him/her to access emails and internet abroad.
The package included 10 megabytes of usage at a monthly charge. A week later, C
changed this package to one with unlimited usage for a higher monthly fee. At the point of
purchase C was under the impression that international roaming was included in the
monthly charge. However, whilst C was abroad C received a message from T customer
services. C contacted T and was advised that C had incurred a large bill. This included
charges for each megabyte used and additional GPRS calls. C disputed these charges
and felt that they should have all been included in the package monthly fee. C ceased to
use the computer but continued to pay the account via direct debit. However, on returning
to the UK, C found that the service had been barred. It remained barred for 4 months, and
C was unhappy that C had paid for an unusable service. C wished the charges to be
refunded.

The Ombudsman was sympathetic to C’s situation. However, the terms and conditions of
the service made it clear that extra charges would be incurred for international roaming. It
was advised that T made this information more prominent at the point of sale. However, it
was also clear that C’s account was not in arrears and there was no reason to bar the
account. T was therefore required to reimburse C with the line rental costs for the period
that C was without service.
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119.0 Mis-selling, Pricing Plan
119.1

T suggested a tariff to C which would help to reduce C’s bills. C was happy with this
advice and agreed to pay a monthly direct debit for the package. C found on the next
guarterly bill, that the calls had amounted to more than what C had been advised. T told C
to not worry about the charges as they were just a result of advanced billing, and that the
next bill would better reflect the savings of the package. However, when the next bill
arrived it was even higher. C cancelled the direct debit and complained that the package
had been mis-sold. T offered to credit the difference in charges to C.

The Ombudsman was of the opinion that T, on recognizing its errors, made an effort to
rectify the situation. However, it was also recognized that C was mis-sold the package.
The Ombudsman recommended that C accept T's offer of credit as compensation. No
further action was required.

120.0 Restricted Services, Service Transfer
120.1

C contacted T to request the migration of his/her telephone service to a new address .
Later that day, C’s phone was erroneously cut off and he/she was advised that a fee
would have to be paid for the service to be reconnected. C was seriously inconvenienced
by the disconnection, and felt that the T advisors were rude and unhelpful.

T provided a goodwill gesture to C, which on the balance of the evidence submitted, was
deemed reasonable by the Ombudsman. No further action was required.

Note: A further 12 case-studies await completion at the time of the publication of this
bulletin. These will be annexed to this document and published upon completion.



