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2.0 Billing

2.1

C complains that SP did not issue a final bill and SP continued to issue bills. C
[emigrated] incurred costs contacting SP. C complained that SP was rude and SP
considered C’s behavior inappropriate. SP took six months to issue a final bill.

The Ombudsman requires SP to send a written letter of apology; to waive
outstanding balance on the account; refund the disputed line rental; inform the debt
collection agency that the debt is cancelled; to make a goodwill payment for costs of
overseas calls; pay Freedom of Information Act fee and to make a goodwill payment

2.2

C cancelled their contract and paid the outstanding balance. However, additional
charges had to be applied for the period between the PAC being issued and being
used by an alternative SP. Seven months passed before arrears were pursued by
SP. C was unhappy with the handling of the case but paid the outstanding arrears.
SP supplied a refund equal to the arrears, but subsequently sent an erroneous
notification with miscalculated arrears. SP apologised again for the confusion but C’'s
request for compensation was declined.

The Ombudsman required SP write a letter of apology and award a gesture of
goodwill that recognised the instances of poor customer service.

2.3

C complained that they had never received a bill from SP.

C contacted Citizens Advice Bureau which advised C to put his complaint in writing to
SP. C received a response from SP with an apology. SP also stated the matter
would be investigated, C complained again when the promised response was not
received. C then complained to the Ombudsman, wanting the issue resolved and a
payment plan, along with a goodwill gesture.

SP investigated the complaint further, provided a bill and suggested a goodwill

payment, which C accepted.

2.4

C requested account cancellation. SP did not close account and continued to bill C.
Due to non-payment SP referred account to debt recovery.

Ombudsman found that SP should cancel contract without penalty and also award a
goodwill payment for the poor customer service and remove any adverse information
on C’s credit file.



2.5

A family member of C had passed away. C requested that the account be
transferred to C's name. SP failed to do this. No bills arrived for C and subsequently
the service was disconnected for non-payment. C complained and sent letter to SP
along with a payment. SP failed to address complaint as outlined in C’s letter which
resulted in C being without telephone service for a longer period. After further letters
C eventually managed to reconnect line. C complained to SP about service received
and wanted compensation. The Ombudsman found that there was a shortfall in
customer service provided to C. The Ombudsman required SP to make a goodwill
payment and written apology.

2.6

C had set up online billing with SP but was unable to view bills for several months. C
cancelled Direct Debit and requested paper bills. C did not receive bills for a couple
of months and when received first bill it was high so she queried this. C eventually
sent a cheque to SP but SP did not receive it and restricted service. C contacted SP
and paid bill by bank card over the phone. C complained. The SP accepted that
there were problems with online billing and viewed this as a shortfall in customer
service. The Ombudsman found that SP had acted in line with its Terms and
Conditions when it restricted the service for non payment. The Ombudsman required
SP to make an apology and goodwill payment for the shortfall in customer service.

2.7

Domestic Customer — Disputed Charges — Paper and online billing.

The complainant paid the amount due on a paper bill the complainant had been sent
but then noticed that future online billing showed a similar period for advanced rental
charges as the paper bill which had been paid. The complainant felt that double-
charging had taken place and complained about this to the Service Provider. The
Service Provider failed to provide an answer to the complainant’s query and the
complainant then complained to the Ombudsman.

The Service Provider supplied the Ombudsman with an account summary which
proved beyond doubt that the complainant had been consecutively charged and
there had not been any double-charging. The Ombudsman came to the conclusion
that the confusion had arisen from the way the online billing had been presented, but
this was a matter of commercial enterprise for the Service Provider in which the
Ombudsman was unable to intervene.

The Ombudsman recognised that there had been a shortfall in the handling of the
complainant’s complaint by the Service Provider and to redress this, the Ombudsman
directed the Service Provider to make a goodwill gesture to the complainant.

2.8

C was unhappy that there was a delay in a refund being provided for an unwanted
broadband service, despite assurances being provided. SP acknowledged that there
had been shortfalls in customer service and completed the refund.



The Ombudsman considered that in view of the problems that a goodwill payment
should be provided due to the inconvenience caused to C

2.9

C set up service with SP. SP contacted C and said it was having technical problems
and would have to provide him with a new account. C says he stopped receiving bills
and got conflicting messages from SP. C attempted to contact SP to resolve without
success. C requested cancellation without charge.

SP informed the Ombudsman it has resolved the matter directly with C. The
Ombudsman wrote to both parties to confirm this was the understanding.

2.10

C took out service with the SP and requested online billing. However, problems
occurred with this and C did not receive a bill; however, payment was taken from C's
account. C complained and the SP resolved the same prior to investigation by
providing copies of invoices and a goodwill payment for the shortfall in customer
service experienced.

2.11

C became a customer of SP’s at the start of the year and did not receive a bill for the
service they were using. There were also problems with the welcome pack and a
discount for recommending a friend. SP advises that there has been a problem with
billing but once a bill has been produced it will take into account the Ofcom
guidelines. This complaint has been resolved informally as SP has agreed to make
goodwill payments for the inconvenience caused and a letter of apology.

2.12

C left their SP and had paid up to date. The SP then took further money by Direct
Debit which C disputed.

The SP resolved the complaint by: Refunding this disputed amount as well as a

goodwill gesture of £50.

2.13

C claims to have been paying for a BB service not received for over four years. SP
claims the service was never cancelled.

The Ombudsman requested the SP to reinstate its offer of to pay goodwill of
£191.88; and to send an apology for the difficulties outlined within the complaint and
any inconvenience these may have caused



2.14

C complained to their SP because C considered they had been charged for a call
after they had put down the receiver. The SP investigated but found no problem, and
gave C a goodwill gesture. C said that they did not receive this and also complained
that their complaint could not be escalated because of a lack of response from the
SP.

The Ombudsman decided that C had not been financially disadvantaged, but C had
suffered a shortfall in customer service. The SP was required to forward a letter of
apology and a further goodwill gesture to C.

2.15

C’s account had been changed to paperless billing without consent. SP advised this
had been done by a family member. Although C was aware of this C was not happy
that SP allowed this.

The Ombudsman found that due to a domestic problem changes had been to C's
account by a family member. The Ombudsman was satisfied with positive steps that
SP had taken to alleviate the situation. However, the Ombudsman SP to provide an
apology for the shortfall in service levels and in recognition provides a goodwiill
gesture.

2.16

C was unhappy that there was a considerable delay in a Direct Debit being activate
on the account by SP, despite assurances being provided. SP acknowledged that
there had been shortfalls in customer service due to a system error and proposed a
goodwill gesture, together with the resolution of the problem.

The Ombudsman considered that SP should maintain its offer of taking the
appropriate action on C’'s account and providing a goodwill payment.

2.17

C asked SP to cancel an account. C paid a final bill by cheque, but received no
confirmation of the payment. There was a postal strike at the time and C was
concerned that the cheque had not been received. C called up and made the same
payment by phone. C asked SP to ensure it did not cash the cheque. It cashed the
cheque anyway.

SP continued sending bills to C. C complained and SP assured C it would cancel the
account and send a refund. SP did not close the account and C continued to chase
progress.

After a case file was requested SP contacted C and agreed a resolution. However,
SP did not provide C with the agreed resolution and a further case file was requested
before the case was reopened.



The Ombudsman considered C to have received a shortfall in customer service and
required SP to:

. arrange for C’s account to be ceased from the actual cease date of. SP
advised that this would automatically refund any incorrect charges and produce an
accurate final bill;

. confirm to C in writing that the account was not in debt and that the credit file
had not been affected in any way;

. make a goodwill payment as an apology and gesture of goodwill for any
delay; and

. send C a letter of apology for any shortfall in customer service and for any
stress and inconvenience caused.

2.18

C complained about SP’s coverage in the area; cost of overseas calls; insurance
policy and mis selling. SP confirmed that C was in a good coverage area, calls
overseas are set out on the web site; insurance policy appears to be with third party
and not SP and misselling claims relate to the third party. C withheld payment and
SP pursued C for outstanding debt.

The Ombudsman requires SP to take no further action.

2.19

C says they cancelled their contract and gave one month notice. C says SP
continued to bill C for the service. C says they contact SP a number of times to try to
resolve the complaint but there was no success. C says that SP did not respond to
correspondence. This complaint has been resolved informally by SP making a
goodwill payment and sending a letter of apology.

2.20

C was on a contract and part of the contract was that C could download one free
game per month. However, one month C’s bill showed two games for which C was
charged for one. C's father complained and refused to pay the bill. The SP said that
the charge was valid but credited a goodwill gesture and also a further gesture to
cover a non Direct Debit payment charge.

C was still not happy with this and wanted more compensation. However, the
Ombudsman decided that as the SP was saying that it had no known problems with
this service that the charge was valid. Due to the goodwill gestures already awarded
the SP was required to take no action.

2.21

C requested e-billing but there was a long delay before this was actioned. C then
requested copies of their bills and subsequently incurred a fee. C disputed the fee.
The SP confirmed that C had not been advised about the fee for copy bills and it



credited the charges. C experienced a poor level of customer service. The SP made
a goodwill offer.

The Ombudsman was of the opinion that a clear shortfall in customer service had
occurred. The SP was required to confirm the fee for the copy bills had been
refunded. The SP was also required to make a goodwill payment and write a letter of

apology.

2.22

C split up from their partner but stayed at the same address. The partner who left
was the account holder. C continued to use the telephone. The partner asked the
SP to bill C, but the SP just changed the billing name. C refused to pay as they were
not the account holder.

The Ombudsman decided that the account holder was liable for the charges and not
C, even though C was using the telephone. The SP was required to send the bills to
the account holder and a letter of apology to C.

2.23

C terminated their account with SP but continued to receive bills for a service. It was
established that SP had a problem and continued to bill in error. C says they paid a
bill under duress. SP says that this bill was actually correct. C has sent a number of
letters to SP but did not receive a response. This complaint was resolved informally
and it was recommended that SP should ensure no further bills are sent, send a
letter of explanation and apology, make a goodwill payment for the billing problems
and to take into account telephone calls made to SP and to reimburse the payment
made as a gesture of goodwill.

2.24

C is unhappy that SP continued to charges C's parent after C's parent passed away
and that although C raised the matter with SP, no action had been taken and the bills
continued.

SP offered C a refund of charges and a goodwill payment, which C accepted and
therefore no further involvement was required by Otelo.

2.25

C noticed they were being charged for non geographical telephone calls when they
had not previously been charged for these calls. SP states C was informed about
these charges by text message and also by a letter. C had more than one handset
with SP so this message was received more than once, as were the letters. C states
they did not receive notification of these charges and wished to cancel their contract.
SP has acted in accordance with its terms and conditions. C felt they were given
misinformation about the advertising of the changes to the contract and it was
decided there was a shortfall in customer service.



It was recommended that SP provides a letter of apology.

2.26

C wished to cancel their contract so sent a letter. Several months later a final
demand for payment letter arrived unexpectedly. C contacted SP and was advised
no request for cancellation had been received and the payment was outstanding. C
was unhappy with this as they cancelled the contract in good faith. SP maintained
the charges as stated in terms and conditions a cancellation request must be sent in
recorded mail. Due to the account being online, no manual letters were sent.
However after a long period of time had passed, it was decided SP had a duty of
care towards C and it was recommended a goodwill gesture should be applied to the
account to reduce the balance.

2.27

C says they cancelled the broadband service in March and was advised to make a
minimum payment on the account but C says they overpaid the broadband in
advance on the previous year. The broadband was cancelled due to poor service
which was acknowledged by SP and the service was disconnected without penalty. C
says they were told that SP owed them money but never received this refund. C sent
letters to SP but did not receive a response. This complaint was resolved informally
and SP was required to ensure there was no early termination fee raised on the
account, to reimburse any overpayments for broadband service, send a letter of
apology for the shortfalls in customer service, send a final bill and ensure all credits
are reimbursed and to make a goodwill payment in recognition of the shortfalls in
customer service.

2.28

C disputed the number of minutes and texts on C’s mobile phone contract. SP stated
that it has never offered the contract C refers to. SP was prepared to review C’'s
price plan but C would not return SP’s calls. SP terminated the contract for non
payment and applied an Early Termination Fee. C would like the outstanding
charges cancelled, and the contract to be cancelled without penalty.

The Ombudsman decided that the SP would not misrepresent a sale when SP had
never offered the type of contract thought C had signed for. The Ombudsman
decided that SP was within its rights to cancel the contract for non payment and
apply an Early Termination Fee. However, the Ombudsman decided that if C could
provide evidence that C was entitled to the contract C thought C had purchased, then
SP must honour the contract.

2.29

C received a sales call from the SP and agreed a verbal contract. C then decided to
later cancel the contract and an Early Termination Fee was applied. C complained
that the features of the contract were not explained to C at the point of sale, but SP
maintained that a copy of the contract was issued to C, for which it had proof of
delivery.



The Ombudsman decided that following a ruling by the regulator, the verbal contract
was questionable and that the SP had to withdraw the Early Termination Fee. The
Ombudsman also decided that the SP should make a goodwill payment in
recognition of the stress and inconvenience this matter may have caused and to
send a letter of apology.

2.30

C entered into an 18 month contract with a mobile SP. C then decided to cancel and
there was an initial dispute over the length of the contract. C said they had found a
better offer from another SP. However, C then changed the complaint to being about
the network coverage.

The Ombudsman decided that the re was action to be taken by the SP. C had not
provided any evidence of their complaint about network coverage. SP’s do no
guarantee coverage, but it appeared anyway that C had simply found a better deal.

2.31

C reported a fault with C’s telephone line on two occasions and was charged for

engineer visits each time. C refused to pay and the SP referred the matter to the
third party engineers who maintained the charges. C still refused to pay and has
since left the SP but the charges remain outstanding.

The Ombudsman concluded that the charges were justified and it was clearly
detailed in the pricing information that a charge would be made even if a fault could
not be found on the line. The Ombudsman confirmed that C was responsible for
paying these charges and that the SP was not required to take any further action.

2.32

C disputes charges being made for calls to a specific number. C maintains that this
number has not been dialled and any charges for calls to the number should be
refunded. The SP has investigate the calls and maintains that the calls are being
made from C’s property and questions if some of his equipment, say a modem, may
be dialing the number erroneously.

The Ombudsman accepts that an SP is within its rights to charge calls made.
However in resolution the SP was requested to send an apology for any
inconvenience caused due to the investigation into the disputed calls and for the time
taken to reach a conclusion; and offer to place a Call Barring service on the line free
of charge

2.33

C made a payment via Pay Point but the SP has not record of receiving this
payment.



The Ombudsman noted that the SP had done all it could to trace the payment
therefore the SP was requested to allow C four weeks to provide proof of payment;
and provide assistance to C to locate proof of the missing payment.

2.34

C had been unable to set up Direct Debit details on SP’s website so SP’s advisers
had sent a form so the details could be submitted by post. C returned the form but
SP failed to set up the account and imposed charges and added late payment
penalties. C sent letters of complaint to which SP failed to respond. SP then
threatened to restrict services unless full payment was made. C paid the bill to
ensure continuation of the service. As resolution, C wanted a breakdown of all the
charges added to the account, a refund of money paid given the problems
encountered, an apology and to be allowed to terminate the contract with SP without
penalty. In its response, SP accepted there had been customer service shortfalls
and offered to meet the resolution requested by C.

The Ombudsman set out the level of goodwill payment and required SP to send a
formal apology to C providing a breakdown of the service charges, confirming
cancellation of any payment charges and explaining the steps needed to cancel the
contract without penalty.

2.35

Domestic Customer - Loss of services following home move.

The complainant experienced a loss of services and when services were reinstated
he was provided with a new number. Despite the loss of service the complainant
was billed for rental and complained about this to the Service Provider but did not
receive a resolution.

Before the Ombudsman completed an investigation into the case, the Service
Provider agreed a resolution with the complainant to refund charges and to make a
goodwill gesture for the inconvenience caused, and hence, the case was concluded
without any further direction by the Ombudsman.

2.36

C rang his SP to cancel his contract but the SP offered a better contract and an
upgrade on his mobile. However, when C went to get the mobile from the SP’s store
it would not give it to C. C complained and there was a dispute as to why this had
happened. C used the call package but did not receive the mobile.

The Ombudsman decided that C had suffered a shortfall in customer service and C

was awarded a goodwill gesture. The SP was required to provide the mobile or if
one was not available a voucher of equivalent value.

2.37



C agreed to an upgrade to their mobile service which included 250 inclusive call
minutes and 100 texts for a set price per month. C did not receive the upgrade and
SP said it had no notes referring to the matter. C called SP and later wrote to
complain. SP confirmed it had received the call but not resolved the issue. SP also
confirmed it had not replied to C’s letters. C continued to pay a higher rental charge
due to not being placed on the correct tariff.

The Ombudsman found that SP fallen short in its levels of customer care and
required SP to make a goodwill gesture in recognition of this. The SP was also
required to apologise and allow C to upgrade to a different tariff if required.

2.38

C was incorrectly advised by SP that a cease command had been placed on C's line,
however, it was due to work at the exchange and the SP failed to put notes on C’s
account for the advisors to inform C. C attempted to resolve the problem and
incurred costs in doing this. SP has offered to credit C’'s account with the lost days of
service but C remains unhappy.

The Ombudsman decided that the SP was at fault for not updating C’s account with
details of problems that may occur due to the work at the exchange. The SP was
advised to credit C’s account with a goodwill gesture and send a letter of apology. C
had also detailed other costs incurred, and the Ombudsman informed SP that it
would have to pay some of these if C could provide evidence that these were
incurred as a direct result of SP’s error.

2.39

C had their mobile phone stolen whilst on holiday in England. C rang their SP a few
weeks late when they realised their mobile had gone. The SP said that C was
responsible for the call charges from the date they reported their phone missing. C
refused to accept the bill and the SP reduced it by 50%. However, C said that the SP
was at fault as it did not monitor the change in usage and had let the debt build up.

The Ombudsman decided that taking into account delayed call data that there was
one particular call that the SP should have noticed. The call was for a long duration
and a large amount. When it received this data it should have restricted the phone.
However, it did not. The SP was required to apologise and to reduce the charges by
50% or the cost of the charges after the call was received by them, whichever, was
the greater.

2.40

C was unhappy that charges kept being raised on the account, despite C confirming
payment had been made. SP later investigated the account and agreed to remove all
outstanding charges and close the account.

2.41



C joined an SP, but then canceled within the cooling off period. However, the SP
failed to cancel the account and kept sending bills to C. C wrote letters to the SP.
The SP cancelled the account and made C a goodwill credit as full and final
settlement.

The Ombudsman decided that as the account was closed and C had been sent a
goodwill credit, that the SP should just send a letter of apology.

2.42

C asked SP whether calls and texts would be included in the monthly allowance
while abroad. C believes that SP said they would be and that it had good network
coverage in Australia. SP said that it would never have claimed to have 100%
coverage overseas as it cannot even guarantee that in the UK. C had provided a
transcript of a call made to SP at a later date during which the adviser said that calls
and texts would be included in the monthly allowance when C latched onto its foreign
network. The Ombudsman found that it was important that SP’s adviser had made
this clear. When C realised there was a problem, calls were made to SP and C
believed SP had misled C again. The Ombudsman believed it would have been
reasonable, having realised there was a problem to purchase a local SIM regardless
of what SP’s advisers did or did not say. Only 47% if C’s calls and 4% of texts were
included in the monthly allowance. SP had confirmed the bill was correct as for the
rest of the time, C had been using foreign networks over which SP had no control.
The Ombudsman found that this was reasonable in the circumstances and did not
require SP to take any further action in this case.

2.43

C is unhappy with the broadband and landline charges SP had applied to C’'s
account and was concerned that the charges were incorrect as C had previously
cancelled the broadband services. Furthermore, C was unhappy with the way SP
had handled the complaint.

SP provided calculations to suggest that it had billed C correctly for the broadband
and landline and considered that this had been explained to C.

The Ombudsman considered that SP appeared to have billed C correctly but that it
was unclear whether SP had informed C that charges will be still be incurred for 30
days after C provided cancellation notification. The Ombudsman was also
concerned with the way SP had handled the complaint and noted that C had wrote to
SP on numerous occasions but had not received a written response. As resolution,
the Ombudsman recommended that SP provide C with a breakdown of the charges
incurred to help demonstrate that C had been charged correctly and also a goodwill
payment and full apology in writing for the poor customer service received.

BILLING - Other

2.44



C contacted SP to cancel their service. C followed correct process and set up a
service with new provider. SP continued to bill C in error. C complained in writing
and by telephone and disputed the charges. SP did respond and attempt to resolve,
without success. SP attempted to resolve with C directly prior to investigation, but C
remained unhappy. C requested confirmation all charges after the original order had
been requested were refunded.

SP did not provide the Ombudsman with a case file or supporting documents. In
review the Ombudsman required the SP to apologise in writing and apply a goodwill
credit. In addition, to confirm all charges in dispute had been refunded and ensure
that credit reference rating information it may have shared about C is updated to
show that the debt arose from a dispute which has been settled

2.45

C brought several complaints to SP regarding disputed charges and billing as a result
of several tariff changes. C felt that C’s tariff had been changed without C’s consent
and also that C had been overcharged as a result. C complained to SP but remained
unhappy with the responses received.

Although the investigation was satisfied that C was aware of what tariff C was being
placed on, it was apparent that there may have been discrepancy with the
subsequent billing and charges. It was also found that C had experienced other
shortfalls in customer service in relation to SP’s actual response to the complaint.
Therefore, it was proposed for SP to re-investigate the billing and remedy this
appropriately, allow C to transfer back to the requested tariff and also provide C with
a goodwill payment and apology.

2.46

C contact SP and ordered service. C informed SP an engineer was not required but
SP advised an engineer would be needed and a connection charge applied. C
advised the engineer that visited did not complete any physical work and informed C
no charge would apply. SP raised connection charge and maintained as correct. C
advised their service was intermittent once provided. SP accepts there some service
concerns were reported. SP raised a payment processing fee and later applied a
credit for this amount. C advised they attempted to resolve the matter by phone and
in writing over a protracted period of time without success.

The Ombudsman required SP to: provide C with an explanation of the connection
charge or refund it; offer C any compensation they are due in line with its guarantee

scheme; confirm the credit it has applied; clarify C’s billing cycle and payment
options; make a goodwill payment; apologise to C for shortfall in customer service.

2.47

C disputed a bill. SP confirmed that the bill was correct but provided no explanation.
After a case file was requested SP offered C a goodwill credit which C accepted.

The Ombudsman was pleased that a resolution had been agreed.



2.49

C cancelled account with SP. However SP continued to bill and take DD form C's
account.

The SP provided a resolution to C before the case had been investigated.

2.50

C requested broadband service with SP. SP did not supply broadband service but
charges C for broadband. C complained and cancelled direct debits but then
received a cancellation charge and account was passed to DCA. C also states that
SP did not respond to complaints and highlighted a lack of customer service.

The Ombudsman could see no reason why C should be liable for the broadband
charges or the cancellation charge and required the SP to refund any payments
made and waive outstanding charges. It required that the SP write to C, apologising
for failure to provide broadband, charging issues and lack of customer service. In
addition the SP was requested to make a goodwill payment.

2.51

C received a large first bill and contacted SP and arranged payment plan. SP failed
to take payments. C contacted SP who advised to cancel payment plan and call
back later to set it up again. C contacted SP who stated that C would not be allowed
to set up payment plan again due to outstanding balance. C was given an extension
to pay 50% of outstanding balance. SP disconnected service prior to the extension
agreement date. C complained and SP maintained position that outstanding balance
requires payment before service reconnected. The Ombudsman found that there
was evidence of customer service shortfall. SP offered to set up telephone service
and monthly payment plan. Ombudsman required SP to set up service without
charging any reconnection fee or installation fee.

2.52

C queried the telephone bill. This related to a credit limit applied to her account.
Upon investigation SP explained its relevant policy and Terms and Conditions.

The Ombudsman found that the charges had been applied fairly and in line with SP’s
terms and conditions. SP was not required to take any further action

2.53

C had their mobile stolen whilst traveling abroad. The contract was in C’s father’'s
name, but C did not contact their father or the mobile company until they got home a
week later. This delay led to large call charges. The SP offered to reduce the
charges by 50%. This was rejected by the account holder.



The Ombudsman decided that as the account holder they were bound by their Terms
and Conditions. C was therefore liable for the charges up to the date the mobile was
reported stolen. The SP was required to maintain it goodwill gesture.

2.54

C provided SP with notice to terminate the contract, but SP failed to cancel the
contract after the notice period had expired. A final bill was sent to C but C did not
pay this amount. The SP sent reminders and involved a Debt Collection Agency, and
C paid what had been requested, but this still left an outstanding balance on the
account. SP decided to close the account with a zero balance and offered a goodwill
gesture, which was never paid.

The Ombudsman decided that the SP had failed to cancel the contract, but had
removed any charges applied after the cancellation date. The SP had also
withdrawn an outstanding balance and closed the account with a zero balance.
However, the Ombudsman did consider that a shortfall in customer service had been
provided, and the SP was instructed to make a goodwill payment to C and send a
letter of apology.

2.55

C queried a bill with SP but failed to receive numerous call backs with an
explanation. C did not pay the bill and SP put a call bar on C’s line. SP provided an
explanation of the bill to C, and maintained the call bar as there was a debit on the
account. C has complained that the customer service received from SP has been
poor, and has provided details of the calls made to SP with failed call backs.

The Ombudsman decided that SP had used its discretion in applying the call bar on
C's telephone line. C was advised to pay the outstanding bill to allow SP to consider
removing the call bar. The Ombudsman agreed that SP had provided an
unacceptable level of customer service and was instructed to credit C’s account with
a goodwill gesture, and to send a letter of apology.

2.56

C gave notice to leave their SP. They had a telephone service and a broadband
service with their SP. However, the broadband service was not cancelled and C
continued to receive bills despite calling the SP. The SP said they had not cancelled
as they were unable to request a MAC, but did not say why.

The Ombudsman decided that the SP had not provided any evidence to say why it
could not cancel the broadband service. It was required to apologise and to forward
a gesture of goodwill.

2.57

C said they were informed about the change in terms and conditions with the way the
telephone calls will be billed by SP. C says they were not told in good time and when
trying to cancel the contact as it would be financially detrimental to them, they were



told by SP that they would not be able to do so. C says that SP said the contract
then could be cancelled but SP changed its mind. C sent a letter to SP and a
telephone call from SP was made and a verbal deadlock was reached. This
complaint was resolved in formally and SP agreed to cancel the contract without
penalty and supply a PAC to allow C to change providers and keep their number.

2.58

C cancelled service with the SP however still received invoices. Prior to investigation
the SP confirmed that no further invoices would be sent to C.

2.59

C raised concerns that agreed credits had been applied to C’s invoice without VAT.
However, upon consideration of the invoices received from the SP it was noted that
VAT had been calculated in total at the foot of the invoice.

C also raised concerns that charges had been raised for line rental, despite the fact
that service had transferred away. Upon detailed consideration of the invoices
supplied it was noted that albeit a charge had been raised, this was credited on the
next invoice.

The Ombudsman therefore required no further action by the SP.

2.60

C was unhappy that SP failed to action a cancellation request despite letters and
telephone calls being made. SP later acknowledged that the request had not been
actioned and offered to clear the account and provide a gesture of goodwill.

The Ombudsman considered that SP should maintain its offer of providing the
goodwill gesture in view of the delays and inconvenience caused.

2.61

C complained to SP as they did not receive a bill for the service. C says they made a
number of telephone calls about this but no one was able to resolve their complaint.
SP says that there is a billing problem but this should be resolved soon. SP offered to
send a budget card to allow C to pay the bill and to make a goodwill payment in
recognition of any inconvenience caused. This complaint was resolved informally.

2.62

C bought a mobile for a relative. The relative ran up a large bill in the first month. C
complained that they were not informed of a credit limit at the point of sale. However,
the SP said that it was in C’s Terms and Conditions and that C was still liable for the
bill.



The Ombudsman decided that the SP was correct and that C, as the account holder,
was liable for the charges. The SP was required to take no action.

2.63

C moved their business phone line and call service to another provider. However,
when their existing phone system broke down they discovered their maintenance
contract had been cancelled. C then left eh SP and went back to their old SP.
However, the new SP then levied cancellation charges on C.

The Ombudsman decided that there was no evidence to say that an agreement had

been signed for the new SP to maintain C’s existing equipment. C was therefore
liable for the charges.

2.64

C said their line was working until their SP replaced a nearby pole. C requested a call
out and the fault was found on C’s house. C was charged engineering charges but
refused to pay.

The Ombudsman decided that C was liable for the charges. The report made it clear

that the fault lay with C’s line and that the replacement of the pole was purely co-
incidental. The SP was required to take no action.

2.65

C was unhappy that the broadband package was being charged incorrectly and the
broadband service was subsequently been disconnected.

SP later agreed to refund the overcharged amount and recommence service. C was

happy with this.

2.66

C was unhappy that charges continued to be raised for the previous owner of the
property. This was despite C contacting SP on a number of occasions.

SP later agreed to provide a goodwill gesture and withdraw the charge, without the

Ombudsman reviewing the case

2.67

C was unhappy that SP failed to action a cancellation request despite timely
telephone calls being made. SP later acknowledged that the request had not been
actioned and offered to clear the account and provide a gesture of goodwill.

The Ombudsman considered that SP should maintain its offer of providing the
goodwill gesture in view of the delays and inconvenience caused.



2.68

C asked to be connected to an SP. When the engineer attended he found that the
line was already connected. C then received their first bill with a charge for line
connection. C complained and the SP terminated their line. C paid the bill but
continued to complain.

The Ombudsman decided that the SP had been too quick to terminate C'’s line. They
had only just complained and due to the fact that the SP did not provide a case file it
was decided that the charge should be refunded.

2.69

C has complained that despite making regular payments to SP they had not been
credited to the C's account. SP has confirmed that it had not fully understood C's
complaint and therefore has not dealt with the issues. SP has asked for the
opportunity to reconsider C's concerns.

The Ombudsman required SP to investigate the missing payments and advise C of
its findings. Shortfalls in customer service were identified. SP was required to
apologise and award a gesture of goodwill in recognition of this.

2.70

C has highlighted various billing and customer service issues which resulted in the
account being restricted on a number of occasions. The SP confirmed what action
had been taken and accepted that some errors may have been made prior to the
involvement of the complaints review service.

The Ombudsman requested that the SP confirm all agreed credits have now been
placed on the account correctly; make a goodwill credit in recognition of customer
service issues; and send an apology for the difficulties outlined within the complaint
and any inconvenience these may have caused

2.71

C noticed duplicate charges on their bill for sending faxes. After checking their fax
report it was evident they had not sent the extra faxes. SP says all calls are recorded
on the same equipment and as no other calls were disputed it maintained these
charges. C received a poor level of customer service throughout their compliant as
letters were not responded to or standard letters were sent after completing the
escalation process. SP agreed to make a payment equivalent of the fax charges as
a gesture of goodwill.

It was recommended SP should make a goodwill payment to cover costs incurred on

C’s hill; it should send a letter of apology and also make a further goodwill payment
for the shortfalls in customer service.

2.72



C was contacted by SP to discuss a continuation of the contract. C says they
requested a pay as you go service and not a contract as they were not making full
use of this. SP made an offer to which C requested to view in writing before
agreeing. SP said it would send this and mentioned a 14 day cooling off period. SP
continued to process the sale with C under the impression they were not signing up
to the contract. C agreed to an 18 month contract as well as the cooling off period
being from that day. SP says C should be liable for the remainder of the contract as
no contact was made in the period leading up or following. C requested calls back
which were not dealt with and a letter was not responded to. It was recommended a
letter of apology should be sent as well as a goodwill payment being applied to the
account.

2.73

C complains that SP took over the line without C’s permission. SP maintains that C
agreed to the service during a sales conversation. C complained to SP on several
occasions and it refused to acknowledge that C had not requested the service. SP
agreed to withdraw the termination charge and call charges from the account.

The Ombudsman requires SP to send a written letter of apology; to confirm that the
account is now closed and to make a goodwill payment.

2.74

C disputed accuracy of billing. SP recognised a discrepancy and stated a refund was
required. SP did not provide refund or respond to C’s concerns.

Ombudsman found that C had received poor customer service. SP did not address
C’ concerns in a timely manner nor did it provide the refund as promised. An award
was made to reflect this

2.75

C states that SP did not provide billing information prior to payments being taken. C
also states that SP did not provide the required account and contract information. C
requests an apology and a goodwill payment.

SP states that it has provided all required information to C and has previously credit
C’s account with a goodwill payment.

The Ombudsman requires SP to provide C with a goodwill payment and a written
apology for a shortfall in customer service.

2.76

C has been incorrectly billed for a free bolt on service. C complained to SP but issue
remained unresolved for several months. Good will and credits were offered by the
SP but these were not paid to C until C chased. C received poor customer service
over term of contract.



The Ombudsman required SP to apologise for poor customer service and make
additional good will payment, ensure that all agreed payments had been made to C
and provide Pac code to C should they be required.

2.77

C stated that SP did not provide a correct invoice. C complained and SP failed to
respond. C received incorrect bills and letters from debt collection agencies. After
the Ombudsman brought the case to the attention of SP, it contacted C and made an
offer to resolve the complaint which C accepted. No further action was required.

2.78

C had service with SP and contacted it to raise a query. SP and C offer different
accounts of the nature of the dispute. C requests account is cancelled. SP places
an order to cancel. C pays termination fee. SP produces final bill. C advises no
bill(s) received and C understood account was closed and clear. SP advises it
followed up payment recovery as normal and the case was passed to a debt
collection agency due to non payment. C requested all follow up stop and also
compensation.

The Ombudsman required SP to make a goodwill payment to reflect the customer
service shortfall identified by the review and apologise in writing.

2.79

C's husband passed away and the mobile phone company was informed. However,
the company kept pursuing C for payment even though it was a particularly difficult
time for C. C's son complained to the company on several occasions, but nothing
was resolved.

It was informally agreed that the company would send C a refund and goodwiill
payment by cheque, clear the balance owing on the account and send C a bunch of
flowers and a letter of apology for the shortfall in customer care and any stress and
inconvenience caused.

2.80

C disputed charges on an account as a result of poor service. After a case file was
requested SP offered a goodwill payment, which C accepted.

The Ombudsman was pleased that a resolution was agreed.

2.81

C was contacted by SP and they say SP promised a cheaper package if they
transferred to it. C agreed to the contract on the proviso it would work out cheaper.
They said they would wait for confirmation of the charges. As C did not receive any
paperwork they contacted SP and asked it to delay the contract. C discovered it was



cheaper to stay with their current service provider and asked for the contract to be
cancelled. SP charged an early termination fee as the contract had gone past the
seven day cooling off period.

It was recommended SP ends the contract without penalty removing rental charges,
issue a bill for calls made, send a letter of apology and confirm no adverse affect on
C's credit rating.

2.82

C received card from SP to allow C to use internet on mobile at a set tariff. However,
C received bill which C disputed as more than agreed tariff.

On the request for a case file, SP contacted C and agreed a resolution which was
accepted by both parties as a full and final resolution to the complaint.

SP refunded the dispute credited to C's account and added further amount which
placed C's account in credit, letter of apology.

2.83

C paid SP in full but noticed that a DD had also been taken from their account. C
complained to SP stating they had not agreed a DD. SP stated C did agree DD but
refunded overpayment and cancelled DD. C unhappy that SP created DD and wants
compensation.

The Ombudsman could see no reason why C be awarded compensation. The SP
was asked to explain the process for agreeing Direct Debits with customers and
when the disputed Direct Debit agreement was created; reiterate that the disputed
Direct Debit has now been cancelled; confirm that any overpayments made via the
disputed Direct Debit have now been credited back to C; and send a written apology
for any distress or inconvenience caused by this complaint.

2.84

C took out service with the SP, however, the SP failed to issue C a bill due to a
technical fault.

The Ombudsman required the SP to issue C a bill in line with Ofcom guidelines and
for the SP to offer a payment plan.

The Ombudsman also required the SP to send a full letter of apology with regard to
the shortfall in customer service and to make a goodwill payment in recognition of the
inconvenience caused.

2.85

C complained that SP has overcharged him for some time and about poor customer
service. SP checked the bills and found some discrepancies which it credited and
that the recent billing had been correct, C did not accept this.



The Ombudsman agreed with the resolution offered by SP that half price line rental
was an appropriate goodwill gesture.

2.86

C says they have been overcharged for line rental to what was agreed when the
contract began. SP refutes this and confirms the monthly amount. SP has informed
C that they pay for an insurance product which is where the extra charges may have
come from and that company should be contacted in relation to this or evidence of
the overcharging should be sent to SP but this was not sent, nor was it provided to
the investigation. C sent countless correspondence to SP in relation to the complaint
but much of this was duplicated and SP responded to this. C requested a large
amount of compensation to take into their hourly rate of pay but it was pointed out to
C that any goodwill payment is in proportion to the service offered and a goodwill
payment offered by SP is acceptable. C says they were not sent out a Direct Debit
mandate so it was proposed that the Direct Debit mandate is sent if this is still
applicable and also the goodwill payment should be made.

2.87

C took out service with the SP; however the SP failed to send a bill for a considerable
period of time. The Ombudsman considered this to be a shortfall in customer service
and required the SP to send a bill, to send a letter of apology and to make a goodwill

payment in recognition of this.

2.88

C complained that when SP that took over the service provider C previously had a
service with, C was billed twice. C then requested to terminate their services as they
wanted to transfer to a new provider. C got no response and was unable to resolve
their complaint before approaching the Ombudsman. SP provided no case file and
so there was no reason to doubt the explanation presented by C.

The Ombudsman decided there had been poor customer service for C; that the
issues raised could have been properly addressed by SP and thereby largely
avoided. SP was required to refund any incorrect or duplicate charges; provide a
new bill for the calls that were carried; assist in transferring C back to their chosen
provider; cancel the service without any termination fees being applied; provide an
apology and written confirmation of the action taken along with a goodwill gesture in
recognition of the poor service received and as a contribution towards the costs
incurred.

2.89

C cancelled services with SP when moving house. However, C continued to be
billed for services. C says they were informed to ignore the bills and a revised bill
would be sent but it was not. C began to receive demands for payment for the bills.
C sent a number of letters to SP but C did not receive a response. SP says there was
a fault with the billing on the account and it was unable to resolve this. SP says



when the fault is resolved a new final bill will be sent with no charges incurred after
the cancellation date. This complaint has been resolved informally and SP is
required to arrange for a corrected bill to be sent, send a letter of apology and make
a goodwill payment in recognition of the shortfalls in customer service.

2.90

C was unhappy that SP failed to provide a welcome pack or supply a broadband
service. C was also concerned that an incorrect telephone number had been
allocated to the account. The SP later acknowledged a mistake had been made and
offered to amend the account and issue a welcome pack.

The Ombudsman considered that the SP should maintain its offer to C of carrying out
the amendments on the account. The SP was also asked to provide a goodwill
gesture due to the lack of response and customer service issues.

2.91

C complains that SP mis sold a contract and despite admitting this, SP has taken two
years to cancel the account and resolve the issue. C has received debt collection
letters from four agencies even when SP had admitted responsibility and that the
account should be cancelled. SP acknowledged a shortfall in customer service and
considered C’s request for compensation to be excessive.

The Ombudsman requires SP to send a written letter of apology; to confirm that all
debt recovery action is cancelled and there is no balance outstanding on the account
and to make a goodwill payment.

2.92

C says that SP billed the account incorrectly and overcharged. SP accepted that a
billing error had occurred and that a credit was applied to the account. The
Ombudsman accepted that C had been inconvenienced with regards to the billing
error but was satisfied that SP had addressed it.

The Ombudsman required SP to send C a calculation of how the outstanding
balance is made up, make a goodwill gesture credit, against the outstanding balance
and send a letter of apology for the any inconvenience experienced in contacting the
company.

2.93

C moved house and informed the SP of the new address. The SP acknowledged the
new address and send C the new telephone number; however this was sent to an
incorrect address. Additional C has not received a bill since moving house and can
not confirm the discounted numbers on the account are correct. C has also not
received a credit for introducing a new customer to the SP. The SP has explained it
is having system problems with it billing of customers and has explained it is
rectifying the situation and bills will be sent in accordance with OFCOM guidance.



The Ombudsman accepted the difficulty the SP was having with it systems and the
work being undertaken to rectify the situation. The SP was requested to send a
written apology that its letter confirming the new number was sent to the wrong
address and confirm C’s correct details; send a written apology for any
inconvenience caused by the billing issues and confirm that C will be charged in
accordance with OFCOM guidelines; keep C updated on the progress of the bill;
send written confirmation of C’s selected ‘Loved Ones’ and inform C how to make
amendments to these if required; send written confirmation that all calls to the same
SP numbers are free and this will be reflected when her bill is generated; send
written confirmation to C that a call credit will be added to the account in recognition
of the delayed credit and billing issues; send a written apology for the delay in
providing C with the credit; send written confirmation that calls to the SP’s call centre
are to be refunded and provided details of these calls and refund; send a written
apology for the level of customer service; and make a goodwill credit.

2.94

C contacted SP and requested it cancel one of their two lines and ordered broadband
on the remaining line. Due to problems C cancelled the broadband and the
remaining line and transferred to another provider. C continued to incur bills and
contacted SP. SP advised the orders to cancel had not been placed. SP corrected
this and cancelled services. C requested a refund for the additional charges, an
apology and compensation. SP produced a case file which acknowledged it could
have handled C’s complaint far better.

The Ombudsman required SP to: maintain its offer; make a goodwill payment;
apologise to C for shortfall in customer service.

2.95

C transferred services to SP and on receipt of the first bill telephoned to query the
charges. C was promised a call back which was never made. C wrote to complain
and asked for an explanation of the charges. C received a reply regarding the
broadband charges but no other response relating to the other queries. C wrote
again but did not receive a reply. C complained to Otelo.

SP did not provide a case file and the Ombudsman accepted C'’s version of events.
The Ombudsman required SP to provide a goodwill credit in recognition of the
shortfalls in customer service and to send a written apology together with a written
explanation of the charges applied to the account, confirming the package details
and direct debit payments.

2.96

C signed up to service with SP but then changed their mind and cancelled within the
time he was allowed. SP did not cancel the service. C had further problems with the
other service provider involved which should be addressed separately. C requested
that their service should be transferred back to SP due to the poor service received
from their other service provider. It appears this was completed but due to lead times
there was a delay and there was a loss of service. SP did not comment on whether it
was its fault that the original order was not cancelled but it was determined that it



was. SP made a goodwill gesture offer but this was declined by C as it was not
enough for the loss of service and the time it took to resolve. C sent a number of
emails to SP and letters and these appear to have been replied to although the
grammar of one was not SP’s usual standard. IT was recommended that SP should
provide an explanation why the telephone line was not disconnected when
requested, to send a letter of apology for the shortfalls in customer service and to
increase its goodwill payment in recognition of this.

2.97

C received demands for payment and debt collection notices for a different account
holder. C complained to SP but continued to receive bills. C emailed and wrote but
received no reply. C complained to the Ombudsman.

The Ombudsman accepted C’s version of events in the absence of a case file from
SP. SP was required to amend its records to show that the account holder was not
resident at C’s address and to ensure C received no further bills. C was also advised
to return any bills or correspondence not addressed to C unopened.

2.98

C placed order with SP for a telephone service. SP set up account and billed C but
did not provide C with a service. C eventually went to another provider.

Ombudsman found that C had received poor customer service. C had received no
timely updates. An award was made to reflect this.

2.99

C cancelled a product with SP. SP continued to bill for the service for nine months
after the cancellation despite assurances that the disconnection was on the system.
SP was unable to supply any details relating to the complaint.

The Ombudsman requires SP to send a written letter of apology; to refund the
charges applied since the cancellation date; to cancel the product and to make a
goodwill payment.

2.100

In order to take out a contract with SP, C had to pay a deposit which would remain on
their account until the contract expired. C asked for the deposit back and was told
they would receive this but they did not. C complained further by telephone and in
writing but no response was received. SP proposed an informal resolution to this
complaint and offered to send a letter of apology as well as the deposit by cheque.

2.101

C contacted SP to cancel the contract, but was persuaded to stay with SP. A new
contract was agreed, but C complained that two Direct Debit payments had been



collected after C believed that the contract had been cancelled. C believed that the
crediting of these payments formed part of the new agreement. The new contract
was set up and the credit applied to the account was immediately reduced by the
outstanding balance on the account.

The Ombudsman concluded that C had not provided written confirmation that the
contract was to be cancelled, and considered that the SP was entitled to collect the
normal Direct Debit payments. The Ombudsman decided that if C was able to
provide documentary evidence that the crediting of the Direct Debit payments formed
part of the agreement then the SP had to credit C's account with this amount. The
Ombudsman also decided that C should contact the SP if C was unsure of any of the
Terms and Conditions of the contract.

2.102

C requested a telephone service from SP, and the engineer connected the line but
advised that it had previously been connected to another property. C then received
bills from the SP including charges relating to dates prior to the line being connected.
C disputed these charges but the SP did little to investigate C's concerns. C then
cancelled the contract and SP applied an Early Termination Fee and Late Payment
Fee. SP says that it has now resolved the matter with C, but C has confirmed that
SP is still requesting payment. C is also worried that C’'s credit rating may have been
affected.

The Ombudsman concluded that the SP was at fault for the billing errors and that C
was justified in canceling the contract within the initial term. The Ombudsman
instructed the SP to produce an amended final bill excluding the Early Termination
Fee and Late Payment Fee, and only charge C for call charges and line rental for the
period C had a service with SP. The SP was also instructed to confirm that C’s credit
file did not contain any adverse information with regards to this matter. Due to the
problems C had experienced, the Ombudsman instructed SP to make a goodwill
payment and send a letter of apology.

2.103

C moved to a new SP. However, the new SP then ceased C's line by mistake. C had
to then go back to their previous SP, but was then locked into a 12 month line rental
contract. C complained that they were now paying more for their line rental and did
not have the call package they had with the new SP.

The Ombudsman decided that C should receive an apology. The SP was required to
make a goodwill gesture to reflect their shortfall in customer service. The SP was
also required to pay the difference in line cost and some additional expenses.

2.104

C requested a service from SP but it did not implement this which caused problems
for C’'s business. SP requested the order be re input. SP says it was waiting on a
signature from C before it could go ahead. As the service did not start when agreed
it resulted in overcharging and then led to disconnection for non payment. C says
the line was disconnected 19 times but SP says this did not happen and there were



no faults on the account. SP offered to make a substantial goodwill payment taking
into account the shortfalls in customer service as well as the call discount but this
was rejected. C transferred services to another service provider and SP credited the
early termination fee and all late payments on the account. SP also offered to make
a further substantial goodwill payment to clear the outstanding balance on the
account. IT was recommended that a statement of account should be sent to C, its
original offer of a goodwill payment should be made, a letter of apology should be
sent and a further goodwill payment should be made.

2.105

C applied for a payment card and was told this would be with him within 10 days. C
did not receive this so complained to SP and continued to pay the bills as normal. C
enlisted help with their complaint and was told a further payment card would be sent
but this was not received. It transpires that SP had a fault on the account and was
unable to issue a bill and therefore it could not order anything on the account. In
recognition of this SP applied a goodwill payment and informed C that when the bill
was produced, any rental over three months old and any calls over six will be
absorbed by SP. This complaint was resolved informally and SP offered to make a
further goodwill payment, send a letter of apology for the shortfalls, send the payment
card once the account is up and running, send a bill as soon as possible and send all
correspondence to a third party.

2.106

C contacted SP to dispute charges for dial up internet dating back to the time they
ordered broadband. C advised it was under the impression the dial up charge had
been cancelled. SP maintained charge as it only cancels service if requested by C.
C raised complaint by phone and in writing. SP offered a goodwill credit because it
acknowledged a shortfall in customer service as it had not responded to all of C's
written correspondence. C requested a full refund of charges and further
compensation.

The Ombudsman required SP to: maintain its goodwill offer and apologise to C for
shortfall in customer service.

2.107

C decided to leave an SP and to transfer to another for their calls and TV service.
Unfortunately there appeared to be a technical issue which meant that the
transferring organisation was unable to transfer C’s service to the gaining SP. This
meant that the transferring organization had to route C’s calls over their network. C
was not happy when they received an unexpected bill. C was eventually transferred
to their new chosen SP.

The Ombudsman decided that the transferring organisation was not at fault as there
had been a technical issue. This meant that when the service ceased with the
outgoing provider it had no alternative but to route C’s calls over its network.
However, there had been a shortfall in customer service and the SP was required to
credit a gesture of goodwill to C’s account



2.108

C was unhappy that engineer charges which were considered to be unjustified as it
was felt that an external fault had been identified. SP explained that two faults were
identified and the first fault was found to relate to C's own equipment. Therefore it
maintained that the charge was appropriate.

The Ombudsman considered that SP was correct to maintain the charge as the
evidence indicated that it was raised correctly. However, in view of the problems with
how the complaint was handled, SP were requested to provide a goodwill payment.

2.109

C reported a fault with the line and was informed by the SP that they had been
disconnected for non payment of a bill. C checked past bills and it transpired that the
SP had taken an incorrect amount leaving a shortfall. The SP accepts that this was
the case and has waived the outstanding balance. However, C has been given a
different telephone number and has highlighted various customer service issues. .

The Ombudsman requested that the SP send confirmation that the account has now
been terminated with a nil balance; make a goodwill gesture in relation to the level of
customer service and the inconvenience this has caused; and send an apology for
the difficulties outlined within the complaint and any inconvenience these may have
caused

2.110

Mobile Phone User — Disputed early termination fee.

The complainant entered into a minimum term contract but later found that online
billing was not accessible. The complainant claimed that the complainant had
repeatedly complained to the Service Provider about this and when the Service
Provider failed to act, the complainant cancelled the contract, as the complainant
believed the Service Provider had not delivered what had been agreed. However,
the Service Provider maintained the charges.

The Ombudsman saw from the available evidence that the complainant had only
once contacted the Service Provider about an online billing issue and this was shortly
after the service commenced. There was no evidence that the complainant had
repeatedly complained about the problem and the evidence indicated that the
Service Provider had resolved the problem within a given time frame. In the
circumstances the Ombudsman concluded that the early termination charges were
valid and the complainant remained responsible for them.

2.111

Mobile Phone User — Loss of mobile phone and unauthorised use while abroad.

The complainant went abroad with a mobile phone. Unknown to the complainant, the
phone’s Unique Identity Card (SIM Card) was stolen and unauthorised calls were
made. When the complainant returned home the complainant discovered the loss



and the call charges that had been incurred and complained about them to the
Service Provider. The Service Provider explained that the account holder was
responsible for the security of the SIM Card and for all call charges up to the point of
the report of loss. However, the Service Provider as a gesture of goodwill did offer to
withdraw 50% of the charges that had been incurred, but the complainant was
unhappy with this and complained to the Ombudsman.

On examining the Terms and Conditions of the Service Agreement and setting them
against the circumstances, the Ombudsman was satisfied that the complainant was
indeed responsible for the charges incurred. The Ombudsman commented that
there had been no obligation on the Service Provider to make the goodwill gesture of
reducing the charges by half but having done so; it was only fair and reasonable that
it maintained it. The Ombudsman concluded that the Service Provider need not take
any further action.

2.112

C was abroad and used their mobile. C ran up large charges but was unaware of
this fact. The SP noticed and contacted C. C disputed the charges so the SP barred
C’s service. C paid the bill but was not happy.

The Ombudsman decided that C should have been contacted earlier as there was a
point in time when the SP should have noticed an unusual call pattern. The SP was
required to apologise and increase it gesture of goodwill.

2.113

C says the cancelled a calling feature but was continually billed for the service. C
says a refund was promised but this was not actually applied. C sent a number of
letters to SP but did not receive a reply. SP says it is aware of a billing fault which
has caused the continual billing of the service and unfortunately it is unable to
remove this charge. This has been resolved informally SP by crediting the amount
overpaid back and also ensuring this is not recalled once the billing information has
been corrected. SP has also made a goodwill payment and will send a letter of
apology to C

2.114

C paid their bill by cheque and was surprised to receive a reminder bill and later a
debt recovery letter. C sent a number of letters to SP and provided proof of payment
but C did not receive a response to the correspondence so questioned the reliability
of payments in the future. SP says the cheque was completed incorrectly so was not
allocated to the account correctly. SP has offered to resolve the complaint informally
by sending a letter of apology for any distress and inconvenience caused as well as a
goodwill payment in recognition of this.

2.115

C transferred service to another service provider; however, the SP continued to send
bills and transferred the matter to debt collection. Prior to investigation, the SP



agreed to remove the outstanding balance and to make a goodwill payment in
recognition of the inconvenience caused. The SP also agreed to confirm in writing
that C's credit file had not been affected by the matter.

3.0 Broadband

3.1

C claimed that SP had continued to send bills for broadband services after these had
been cancelled at the same time as line rental some months previously. C had
written to SP and sent e-mails but had received only acknowledgements of receipt.
SP had then sent a letter threatening to take debt recovery action. C wanted an
apology, an explanation for the failure to respond to letters and e-mails, cancellation
of any charges and compensation for the time and costs incurred trying to get the
matter sorted. In its response, SP accepted that broadband should have been
cancelled and that there had been customer service shortfalls. SP proposed a
resolution which included a goodwill payment.

The Ombudsman decided that the proposal put forward by SP was a reasonable way
of resolving this complaint but required it to look into the failures in responding to e-
mails to ensure that the issues highlighted here were not indicative of a broader
problem.

3.2

C experienced problems with an email server, which was not resolved until after the
Ombudsman requested a case file.

The Ombudsman was of the opinion that C experienced a shortfall in customer
service and required Company to apply a goodwill credit and send a letter of apology.

3.3

C decided to join an SP for a broadband service. C then cancelled before his go live
date, but the SP placed a marker on C’s line. This stopped C from obtaining
broadband from another SP. It took seven months for the SP to remove the marker.

The Ombudsman decided that the SP should have removed the marker earlier. The
SP was required to apologise and to forward a gesture of goodwill to C.

3.4

C was assured in a sales call that broadband speed of 6.7 Mb was guaranteed and
that C could retain current email addresses. SP was unable to provide the
guaranteed broadband speed and C’s previous service provider would not allow
retention of email addresses. C complained to SP. SP agreed the sales agent had
provided incorrect information and offered a goodwill gesture which C declined. SP
sent a deadlock letter and C complained to Otelo.



The Ombudsman considered SP had made a reasonable offer and had agreed to
release C from the contract without penalty. The Ombudsman considered C’s claim
for additional compensation was not warranted and required SP to maintain its
goodwill offer.

3.5

C experienced a connection issue and complained to the SP. The SP attempted to
troubleshoot with C but they refused to speak to the SP. C cancelled their account
and then disputed the early termination fee. SP maintained the termination fee as C
had not carried out troubleshooting.

The Ombudsman was of the opinion that C had not given the SP a reasonable
opportunity to resolve the connection issue and the refusal to speak to the SP had
not helped matters. The Ombudsman required the SP to take no further action and c
remained responsible for the account charges.

3.6

C requested broadband. C was advised that due to various reasons C was unable to
receive broadband for many months. Several months later C was still not connected.
SP provided various reasons why broadband was not connected.

C has written several letters of complaint but has received no satisfactory response.
C’s complaint is that C is no further nearer to getting the broadband service or any
explanation as to why this cannot be connected.

The Ombudsman recommended SP provide C with an update in respect of the
broadband position following the review on 3 June and confirm whether SP
anticipates broadband can be installed at C’s property or not, confirming reasons;
confirm in writing that C has not been charged to date for any broadband service and
pay C a sum for the inconvenience which C has experienced to date in respect of the
delay in setting up the broadband account.

3.7

Domestic Customer - Broadband Connectivity Issues

The complainant experienced broadband connectivity issues in bad weather. The
complainant complained about this to the Service Provider but the problems were not
resolved.

The Ombudsman came to the conclusion that there had been shortfalls on the part of
the Service Provider in addressing the complaints about the fault and in the handling

of the complaint. The Ombudsman directed the Service Provider to make a goodwill

gesture to the complainant in recognition of the inconvenience caused by this.

3.8



C experienced technical problems with a broadband connection. After a case file
was requested, Company offered technical help and a goodwill credit, which C
accepted.

The Ombudsman was pleased that a resolution was agreed.

3.9

C was unhappy that numerous problems were experienced with a broadband service
and wrote to SP requesting assistance. SP did not respond to C’s letter, but later
advised that it did not have jurisdiction over C’s broadband service and it only
provided telephony services

The Ombudsman considered that although SP was unable to provide a remedy to
C’s broadband problems that it should provide an apology and goodwill gesture due
to not handling C’s enquiry efficiently.

3.10

C complained about loosing Internet access. SP offered a remedy via the PICC
process.

3.11

C complained that broadband speeds had been acceptable but then reduced. C had
emailed and written to SP to try to get the problem resolved. SP had responded that
broadband speeds could not be guaranteed but had not carried out technical checks
or responded in writing to letter of complaint. SP offered to run a series of checks to

see whether broadband speed could be increased and to send a letter of apology for
time spent and any inconvenience caused. This was considered to be a reasonable
proposal and SP was required to carry it out and to pay a small sum as a gesture of

goodwill to reflect the poor level of customer service received on this occasion.

3.12

C signed up fro broadband at a set monthly fee. However the SP has charged
differing amounts and has not responded to complaints made by C. The SP has not
provided a case file to assist with the investigation.

The Ombudsman required the SP to send written confirmation to C confirming the
agreed charge and that any overpayments would be refunded. In addition to this the
SP was required to send a written apology to C with regard to the charges and level
of customer service and make a goodwill payment.

3.13

C was charged for broadband service that C had cancelled several months ago. C
contacted SP but the matter was not resolved. C contacted the Ombudsman. After



the Ombudsman brought the complaint to the attention of SP, it contacted C and
resolved the complaint. No further action was required.

3.14

C had problems with broadband and raised a number of faults with SP about this
which were resolved. This happened again some months later and C wished to
cancel the contract without penalty. SP offered to troubleshoot the issue with C and
needed to send an engineer to the property but C declined this and requested
cancellation again. C also had a problem with late billing of international calls and
they believe they were informed the charges would be refunded. Due to a system
problem the calls were billed late and its customers were informed on the bill
although C says they did not receive such bill. It was determined that C did not
troubleshoot the connectivity issues correctly so the contract would not be cancelled
without penalty and equally the calls were billed correctly and were made and
undisputed therefore C remained liable for them. It was recommended that an
engineer’s visit should be made and a letter of apology for not returning a call should
be sent.

3.15

C took out a telephone and broadband service with SP, but the SP failed to activate
the service within two weeks. C contacted SP for assistance but SP did not offer
help or refer the matter to the correct department. Consequently, C cancelled the
contract within the initial term but outside of the cooling off period. SP then billed C
for Early Termination Fee, which C disputed. C also complained that a Debt
Collection Agency had been involved.

The Ombudsman concluded that C had provided SP with an opportunity to assist C
with the connection problems but had failed to offer assistance. SP had failed to
make call backs and the Ombudsman considered that C was entitled to cancel the
Agreement without having to pay an Early Termination Fee. The Ombudsman
instructed SP to cancel the contract from inception and refund any monies paid by C.
The Ombudsman also concluded that SP must ensure C’s details were removed
from the Debt Collection Agency'’s files, and confirm that C’s credit status had not
been adversely affected. SP was also instructed to award a goodwill gesture and
send a letter of apology for the shortfall in customer service.

3.16

C complained about broadband service. C contacted SP regarding C's complaint.
SP did not respond to or address C's complaint. This went on for some time and C
eventually contacted the Ombudsman. After the Ombudsman brought the complaint
to the attention of SP, it made C an offer which C accepted. No further action was
required.

3.17

C queried the provision of free broadband with SP who already supplied television
services to C. C claimed SP’s adviser had notified that a particular line was needed



for the service and so C had this line installed. On telephoning to set up the service C
was told that this could not be provided free due to the exchange capabilities
although it could do this for a fee. C subsequently cancelled the service and then
incurred an early termination charge as a result. C asked for refund of this fee but SP
refused stating it could not guarantee to provide services.

The Ombudsman was provided with minimal supporting information from both parties
and so decided that on probability C had relied on SP’s advice but that SP was not a
party to the request to cancel nor had raised the charge. However C had been put at
a disadvantage and so liability for the fee was to be shared equally in the interest of
customer service.

3.18

C ordered service from SP but immediately cancelled the order. The service was
never installed but SP billed C for the installation. C called and wrote to SP but
continued to get reminders for the bill. SP did not answer C’s letter and passed the
debt in to a debt collection company. C escalated the complaint and SP recovered
the debt from the debt collection company and cancelled the debt. C wanted
confirmation that C's credit rating had been unaffected but SP did not do this. SP
made a goodwill gesture which C accepted.

The Ombudsman found that SP had fallen short in its provision of customer care by
not answering C’s letters and by not confirming the affect on C’s credit file. The
Ombudsman required SP to confirm that no adverse comments remained on file as a
consequence of this matter and required SP to make a further goodwill gesture.

3.19

C wished to cancel the broadband service without penalty, however; SP advised that
the request had been made within term. C advised that misleading advice was given
during the initial telephone call.

The Ombudsman found there was no available evidence to verify the discussion, and
SP provided C with a notification of the appropriate timeframe in which C would avoid
the early termination fee. No further action was required by SP.

3.20

C placed order with SP for a telephone service. SP set up account and billed C but
did not provide C with a service. As C had no telephone line C could not sign up for
a broadband service.

Ombudsman found that C had received poor customer service. C telephone fault

was not identified in a timely manner nor was C provided with updates on his
complaint. An award was made to reflect this.

3.21



C experienced problems with their broadband service. SP could not locate the fault.
C arranged to fix the problem but incurred charges from SP which they disputed. C
attempted to resolve by phone and in writing.

SP informed the Ombudsman it had resolved the matter with C. The Ombudsman
wrote to C to confirm this was their understanding.

3.22

C had problems with broadband service. C had called SP’s technical help line and
purchased new filters and a new router. SP had arranged for an engineer to call but
although the broadband worked while the engineer was there, the fault returned
within half an hour. C had telephoned SP and sent letters and emails. C had
eventually agreed to pay for line rental and calls but not the broadband service as it
was not working. SP restricted C’s outgoing calls so C was forced to use a mobile
telephone to contact SP to try to resolve the matter. SP had supplied a MAC but C
was unable to use it as SP had put tags on C’s line. SP had replied to some of C's
emails but the responses were standard emails explaining to C what needed to be
done to cancel the service. SP had replied to one of C’s letters but its response did
not address any of C’s issues. While the letter also said it would serve as C’s final
bill, it did not say what the balance was. The letter also indicated that the tags would
be removed from C’s line within 17 days of C paying the final bill. However, C
reported that the tags had been removed during a later telephone call to SP. SP had
chosen not to supply the Ombudsman with any information. She therefore had to
accept C’s version of events unchallenged. She required SP to ensure that the tags
had been removed from C’s line; write to C to apologise for the poor level of
customer service C had received and to pay C a small sum to reflect this; cancel the
outstanding bill and pay C a sum to cover the cost of mobile telephone calls C had
made to try to resolve the issue.

3.23

Business Customer — Loss of internet access.

The complainant received notification from a Service Provider about changes having
to be made to passwords following a breach of security with one of its servers. The
complainant felt that the Service Provider had badly timed the change and had not
given sufficient notice of it. The complainant experienced a loss of service for one
month and wanted a refund from the Service Provider for this and a substantial
goodwill gesture for loss of business.

The Ombudsman saw from evidence provided by the Service Provider that while the
complainant had been given notice about the changes the detail it had provided had
been somewhat limited. The Ombudsman directed the Service Provider to make a
goodwill gesture to the complainant in recognition of the inconvenience caused by
this.

3.24

C requested mobile BB service with SP. However on moving house C could no
longer receive a signal. C complained to SP but SP states as C had moved out of a



signal area it was not responsible. SP did make a goodwill offer but this was rejected
by C.

The Ombudsman requested that the SP offer to allow C to reduce the cost of the
price plan or the to change the ownership of the contract as previously offered; make
a goodwill payment for customer service issues, inconvenience caused and out of
pocked expenses; and send an apology for the difficulties outlined within the
complaint and any inconvenience these may have caused.

3.25

C cancelled the broadband account after SP failed to resolve connection issues after
one month of troubleshooting. SP confirmed by telephone the account balance was
clear. C received a bill for early cancellation fee and contacted SP. Call backs were
promised which were not made and SP referred the account to a debt collection
agency. C wrote to complain but received no reply and complained to Otelo.

The Ombudsman considered C was entitled to cancel without penalty as SP had
failed to resolve the broadband issue within a reasonable time. The Ombudsman
also required SP to provide a goodwill payment in recognition of failed appointments,
failed call backs and the poor level of customer service.

3.26

C transferred broadband service, however, failed to give the required notice or to
request a MAC code. SP therefore continued to bill for the service.

As C had failed to give notice or to request a MAC, it was considered that the SP
could not be held accountable for continuing to bill for the same. However, when the
bills were produced, C clearly brought the fact that C thought cancellation had taken
place to the SP’s attention and the SP failed to investigate this. The Ombudsman
considered this to be a shortfall in customer service and required a full letter of
apology and a goodwill payment in recognition of the same.

3.27

SP telephoned C and offered an upgraded broadband service of up to 8MB which C
accepted. On provision of the service C complained that the speed was extremely
slow at times and much more so then with the previous provider. C contacted SP and
was given technical help which did not improve the service. C wrote to cancel the
service, requesting a MAC code so that it could be moved to another provider. SP
wrote back requesting C to ring the technical helpline for advice. C maintained that
the service should be cancelled as it was not provided as promised and the matter
was referred to the Ombudsman.

The Ombudsman considered that SP had telephoned C and the service had been
agreed on the basis of an upgrade on C's previous service. Although SP was
providing the service ‘up to 8 MB'’ the agreement was to be provided a faster service
than the previous service and SP was required to cancel the service, issue a MAC
and allow transfer to a new provider without penalty. SP was to make a written
apology and provide a goodwill payment. C had asked for partial refund of the



broadband bills but the Ombudsman considered that as the service had been used
this was an issue of customer service and recognised by a goodwill payment and not
a refund of charges.

3.28

C signed up for SP's broadband service. C experienced problems with the service,
which SP could not resolve. C eventually decided to transfer to another provider. SP
charged C an early termination fee as C was still within the minimum term of the
contract. C then experienced problems transferring to a new provider, and in
consequence, the new provider also charged a termination fee.

After Otelo asked SP for a case file, it made an offer to C to resolve the complaint. It
offered to refund both the termination fee it had charged and the termination fee
charged by the new provider. C accepted the offer, and the complaint was closed as
a Pre Investigation Case Closure (PICC).

3.29

C had a telephone service with an SP. They contacted the SP and ordered a
broadband connection. However, C then cancelled a few days later as they were
moving house. The SP failed to accept the cancellation and continued to pursue C
for the broadband charges. C paid but was not happy to do so.

The Ombudsman decided that C had seven days in which to cancel under the terms
of the Distance Selling Regulations 2000 Act. As C had cancelled within a couple of
days the contract was not enforceable and the charges were required to be refunded.
The SP was also required to forward a goodwill gesture to C.

3.30

C applied for broadband with SP but when the equipment arrived C was unhappy as
they say they had been promised a wireless modem. SP confirms that with the
package C requested, it only supplied a wired modem. C complained to SP about
this and bought their own wireless modem but was unable to connect to broadband.
SP tried to troubleshoot the issue with C but this was unsuccessful and it was unsure
whether this was done with the modem provided by SP or the one C bought. This
complaint was resolved informally and SP agreed to cancel the broadband contract
without penalty and remove any charges incurred for the service, to send a letter of
apology and to make a goodwill payment.

3.31

C was unhappy that an internet service had been signed up to against C's wishes.
SP later investigated and confirmed that it did not provide an internet service. SP
explained that it had cancelled the main service as per C’'s wishes.

The Ombudsman considered that in view of the evidence provided that no further
action was required.



3.32

C called SP to report operational problems with their broadband service. C advised
that despite a number of efforts the service remained intermittent. C continued to
incur charges for the service. C stated they attempted to make further complaints by
phone and in writing without success. C advised they received one reply which they
did not understand. C advised SP had agreed to credit a certain amount but that
they did not know what it was for. C requested confirmation of the credit offered and
a partial refund of the rental they had paid.

SP did not provide the Ombudsman with a case file or supporting documents. In
review the Ombudsman required the SP to: credit rental for the service; arrange
technical assistance; explain the billing credits already applied; apologise in writing.

3.33

C entered into an agreement of services for a broadband and telephony service. C
was met with delays. SP accepted that delays occurred and offered a goodwill
gesture. C wanted an increase on the goodwill gesture offered. The Ombudsman
appreciated that C was inconvenienced with the provision of the broadband and
telephony services but was satisfied that the level of goodwill offered was
reasonable.

The Ombudsman required SP to maintain the compensation, make a goodwill
gesture payment for delays and goodwill and send a letter of apology for the service
shortfalls highlighted in the report.

3.34

C requested broadband service from SP. SP was undergoing a programme of Local
Loop Unbundling. C experienced problems with telephone service as a result. C
complained but it took several months for the complaint to be addressed. SP offered
12 months free service and a goodwill payment. C was not happy with offer of
resolution. Ombudsman found that there were shortfalls in customer but that the
offer made was fair and reasonable.

3.35

C says they cancelled the broadband service in March and was advised to make a
minimum payment on the account but C says they overpaid the broadband in
advance on the previous year. The broadband was cancelled due to poor service
which was acknowledged by SP and the service was disconnected without penalty. C
says they were told that SP owed them money but never received this refund. C sent
letters to SP but did not receive a response. This complaint was resolved informally
and SP was required to ensure there was no early termination fee raised on the
account, to reimburse any overpayments for broadband service, send a letter of
apology for the shortfalls in customer service, send a final bill and ensure all credits
are reimbursed and to make a goodwill payment in recognition of the shortfalls in
customer service.



3.36

C was provided with a broadband and telephone line by SP. C began to experience
problems of an intermittent nature and type and so complained to SP by email
initially. After receiving no response C telephoned some 4 months later. SP stated
this was the first complaint and took steps to address it with its network operator. SP
was notified the problem was resolved and tried to contact C to confirm. After several
attempts and some delay C said the problems continued. The faults and complaints
continued in this manner for a further 2 months and SP made a number of goodwill
gestures to the account in recognition. The problem reoccurred some 3 months later
and C complained again. SP took steps to do diagnostics with C but there was
insufficient information supplied as the frequency of the problem had declined. C
made a further goodwill credit but C then complained again and was unhappy with
the offer asking for compensation which at least covered all calls from the previous
year onwards. SP refused maintaining the offers already applied were reasonable as
the service had not been lost.

The Ombudsman considered that the faults were intermittent and varied in nature
and that the delays caused by C being uncontestable had caused faults alleged by
the network operator to have been cleared without confirmation from C. C then
raised further complaints stating they hadn’t been resolved. SP treated the faults as
separate issues because of this whilst C saw them as continuous. The Ombudsman
considered that as there had been a continued service the offer of free line rental for
6 months and the goodwill payments were reasonable. SP was to recognise the
email complaints and make a further goodwill payment but no other action was
required.

3.37

C requested the transfer of a telephony and broadband service and was met with
delays. C made a substantial claim for compensation for the downtime and alleged
costs. SP acknowledged the delays and made a goodwill gesture award to C to
reflect it. The Ombudsman found that C had been inconvenienced with regards to
the shortfall in service levels but that the goodwill gesture offered was more than
reasonable in the circumstances.

The Ombudsman required SP to ensure that the goodwill gesture had been applied
as agreed, to credit C’'s account for the time the broadband service was not
connected and paid and send a letter of apology for the service shortfalls highlighted
in the report.

3.38

C requested that their landline and broadband be switched to a new SP and was
informed of a go live date. The service did not migrate on the due date and C lost all
phone services for three days, the broadband did still not migrate. C informed SP
they wanted to cancel and SP advised C that the best way was to let the provision
complete and then instigate a transfer back to original SP. C did this but received a
bill which included the connection fee and call charges for the period they were
without a landline. The SP offered C a package which meant that C would not pay
the connection fee and retain their custom. C tried to vary the offer but the parties
could not agree. The SP was of the opinion that it had been fair in trying to negotiate



a settlement with C but insisted that C should pay the connection fee as the
installation had completed.

The Ombudsman was of the opinion that C had followed SP’s advice in allowing the
installation to complete and that neither the installation fee nor an early termination
fee should be charged to C. The SP was required to make a good will payment to C
for poor customer service.

3.40

C complained that SP delayed providing MAC, did not inform C had agreed to a new
12 month contract and so charged C a termination fee and failed to provide C with
personal data within 40 days. C requested the termination fee be removed and
compensation for the poor service received. SP said that C had agreed to a new
contract and was made aware of this. SP admitted it had not provided the MAC
within five days and had also failed to provide C with personal data within 40 days.

The Ombudsman said that there was no evidence to suggest that C had been
informed of new contract term and it was also not evident that C had received email
from SP to advice. The Ombudsman was concerned with the evident delays C had
experienced with the MAC and personal data and this was viewed as unacceptable.
The Ombudsman required SP to remove the termination fee, award a goodwill
payment, ensure that C's credit file had not been affected and send a letter of

apology.

3.41

C decided to join an SP for a broadband service. C then cancelled before his go live
date, but the SP placed a marker on C’s line. This stopped C from obtaining
broadband from another SP. It took seven months for the SP to remove the marker.

The Ombudsman decided that the SP should have removed the marker earlier. The

SP was required to apologise and to forward a gesture of goodwill to C.

3.42

Domestic Customer - Broadband intermittent connectivity issues.

The complainant experienced connectivity issues and then a loss of service. The
Service Provider claimed that the fault did not lay with it but this proved to be
inaccurate.

Before the Ombudsman completed an investigation into the issues the Service

Provider agreed a resolution with the complainant for the shortfalls in customer
service.

3.43

C states that SP has been unable to provide a usable Broadband service despite
numerous attempts at resolving the fault.



SP concedes that this is the case and proposes a refund all of charges, one more
attempt at resolving the fault and a penalty free cancellation if not successful and an

apology.

The Ombudsman requires SP to allow a penalty free cancellation now, a refund of all
charges, provision of a MAC and a written apology.

3.44

C had broadband service with SP and contacted it to report a fault with the service.
SP raised a fault and after a number of failed repairs managed to resolve the
problem. C advised that as a result of losing their broadband they incurred
considerable financial loss. C requested SP finance the costs of this loss. SP
maintained compensation not payable for broadband as it is not covered by its
service guarantee scheme. SP offered a goodwill gesture in an attempt to resolve
the complaint which C rejected. SP increased its off and C again rejected.

The Ombudsman required SP to: reinstate its goodwill offer and to apologise in
writing to C for the shortfall in customer service identified in the review.

3.45

C requested a MAC code so that the broadband service could be transferred to
another company along with the phone line. C’'s broadband was transferred to the
new company but C continued to be billed by the old SP. C contacted SP and
cancelled the Direct Debit on its advice, C then started to receive calls from its
Collections Department. C phoned and wrote to SP and asked for an explanation of
the charges and to speak to a Team Leader. C was not put through a Team Leader
and C did not receive any explanation of the account transactions. SP zeroed C'’s
account and later paid C a refund they said was due but they did not provide any
explanation.

The Ombudsman found that SP had provided poor customer care and required it to
write with an explanation of the account and provide an apology for the poor
customer service. SP was also required to make a good will payment to C.

3.46

C agreed to enter into a contract to update from dial-up to broadband but was unable
to use the broadband service despite making several calls to SP. C asked for the
contract to be cancelled and have the dial-up service restored. SP identified that the
problems were being caused by a faulty modem and sent a replacement but supplied
a dial-up connection on a temporary basis. However, SP had sent the modem to an
incorrect address and C continued to use the dial-up service, believing that the
broadband contract had been cancelled. It was not until several months later when C
asked to transfer the dial-up service to a new address that SP advised that C had
entered into a contract for broadband and it could not be cancelled without incurring
an early termination fee. It took several months and several letters between the
parties to find out what had happened. C assisted SP to find the missing modem and
SP cancelled the contract without charge. C wished to be refunded for the cost of



the broadband service that had not been received but SP pointed out that C had
been receiving the more expensive dial-up service during the time that C had been
paying for broadband. The Ombudsman did not require SP to make any refund of
the charges. However, the Ombudsman did require SP to apologise for its error that
had amounted to poor customer service and to pay a small sum to C as a goodwill
gesture to reflect this and the costs that had been incurred in postage and
photocopying to bring the matter to a conclusion.

3.47

C signed up to a package which included a broadband service but this service was
not connected. C was chased for payment by SP. SP advised that the complaint
could have been handled better but did not comment on why the service was not
connected. The Ombudsman found that C had been inconvenienced with regards to
the failed service provision and subsequent charges raised.

The Ombudsman required SP to clear C’s account to zero and confirm this in writing,
confirm that the account is closed, to re-call the debt collectors, as a matter of
urgency and ensure that C is not chased any further, ensure that no adverse data
has been sent to any credit reference agencies as a result of this episode and send a
letter of apology for the service shortfalls highlighted in the report.

3.48

C was with an SP for broadband but experienced speeds lower than a dial up service
for four months. C cancelled and the SP applied cancellation charges.

The Ombudsman decided that as there was no case file provided by the company,
that C had experienced a shortfall in customer service. The SP was unable to
provide a service and it unreasonable for the SP to apply the charges. The SP had to
cancel the account and all charges. Also, it had to apologise and forward a gesture of
goodwill.

3.49

C’s broadband service with SP stopped working and on calling SP C was
misinformed. It was then discovered that C had changed the line number but SP was
not aware of this. SP agreed to provide a resolution and compensation but C
complained this had not been received.

SP resolved the complaint and offered C compensation and an apology which C
accepted.

3.50

C was a landline customer of SP. C ordered broadband and SP commenced trying to
connect the service. After some months there were problems and eventually after
seven months it was discovered that the line supplier had a piece of restrictive
equipment on the line which meant that no service provider would be able to provide
broadband. SP asked this supplier if this could be removed but it refused and so SP



notified C offering to give a credit refund for a connection fee paid and for a goodwill
gesture. C refused and asked for the Ombudsman’s intervention.

The Ombudsman explained that no service provider would be able to provide the
broadband service unless the other provider removed the equipment which restricted
the available services. This was naturally disappointing for C. SP had delayed the
information and a definite answer on service provision for C and this was to be
recognised with an apology and a further goodwill payment. The connection fee was
to be credited in addition. In addition SP had sent C notification of termination which
C disputed and so SP was to contact C to confirm service provision. C was advised
to contact SP with issues that were raised during the complaint regarding quality of
the telephone line as the case notes did not recognise such a problem during the
supply period.

3.51

C reported a fault with C's broadband service. SP investigated the fault but partly
due to its intermittent nature did not provide C with a satisfactory explanation. It also
did not adequately escalate the problem.

The Ombudsman found that C had received poor customer service, particularly as
C's concerns were not addressed in a timely manner nor was C provided with
updates on complaint. An award was made to reflect this.

3.52

C had a broadband line with an SP. This proved to be faulty and kept dropping and
was eventually terminated. C complained also, that the quality of their landline was
extremely poor but that even after several engineers’ visits this had not been
resolved. The S cancelled the broadband but had not refunded C.

The Ombudsman decided that C had received a shortfall in customer service and
that the initial broadband contract was not fit for purpose. The SP was requested to
refund C’s broadband charges and to send C a goodwill gesture. The SP was also
asked to provide C with a solution to their problems and to explain what alternatives
there may be to their line problem.

3.53

C had telephone service with SP but requested broadband service with a different
SP. C did not have a line capable of supporting broadband so complained to
telephone SP. C's telephone SP did not respond to C’s letters of complaint and
therefore C contacted Ombudsman service. The Ombudsman considered that it was
not the role of C’s telephone SP to deal with complaints regarding the provision of
broadband as this was the responsibility of the broadband SP. However, the
Ombudsman did find that there was a shortfall in customer service provided by
telephone SP and therefore required SP to send written apology and make a goodwill
payment.



3.54

C had a tenant living at C's property. When the tenant left C contacted SP to have
broadband set up in C’'s name. This did not happen and broadband was set up
under the tenant’s details. SP sent confidential information about C's account to the
tenant. C complained but did not receive a response. The Ombudsman asked SP
for its case file. In response the SP accepted that there had been a shortfall in
customer service and offered to cancel the account in the tenant’'s name and clear
any outstanding charges. SP also offered to set up a new account in C’'s name and
also offered a goodwill payment and apology. The Ombudsman required SP to
maintain its offer.

3.55

C requested broadband service form SP. C had problems obtaining the service and
C contacted SP. Over a period of two weeks SP attempted to resolve issues but was
unable to do so. SP diagnosed the problem as a fault with the main socket and
advised C that engineering charges would apply. C did not agree to charges so SP
was unable to arrange for engineer. C cancelled service. C then wanted
compensation for what C described as poor service. The Ombudsman pointed out
that no service provider can guarantee broadband service. The Ombudsman found
that SP had made reasonable attempts to resolve problems. SP had offered to clear
the cancellation fee as a gesture of goodwill and the Ombudsman required SP to
maintain that offer.

3.56

C spoke with SP and agreed to transfer telephone service to it and take up its free
broadband offer. SP applied for and took over C’s service. However, for technical
reasons SP could not provide broadband free so chargeable service was provided.

C incurred cancellation charges from the SP C had transferred from because C was
still under contract. SP charged connection charge which C also disputes. C
requested SP refund: cancellation charge applied by previous SP; connection charge
and provide broadband free of charge.

The Ombudsman required SP to: make a goodwill payment and apologise to C in
writing for the shortfall in customer service identified in the review.

3.57

Domestic Customer - Broadband speed

The complainant experienced various problems with the speed of broadband. The
Service Provider was unable to identify any reason for it. The complainant
complained about the level of service received from the Service Provider and about
the problems.

Ombudsman commented that the Service Provider had investigated the
complainant's concerns but had not kept the complainant fully informed about this.
The Ombudsman directed the Service Provider to make a goodwill gesture to the



complainant in recognition of the inconvenience caused by the shortfall in customer
service.

3.58

C had been a customer of SP for landline, calls and broadband to be provided as a
package. However C complained the broadband service had never been connected
despite numerous attempts over the period. C complained that costs had been
incurred in trying to get the service working. C stated written complaints had been
sent and a response received regarding standard broadband services and
connections not being guaranteed. C also stated that SP had made an offer of
settlement but this was not followed up and the matter was referred to the
Ombudsman.

SP did not provide a case file or response. However on review it appeared that C had
wanted to remain with SP if the service could be connected. C was to be given the
option of this and if the service was not wanted or could not be connected then C
was to be free to leave without penalty. In addition to this a goodwill payment was to
be made with a written apology for the shortfall in customer service in addressing the
complaint fully.

5.0 Cancellation

5.1

C transferred to another SP but C continued to receive bills from previous SP. C
complained and established that the SP had not cancelled C's service. C disputed
this but the matter was not resolved. After the Ombudsman drew the complaint to
the attention of SP, it made C an offer which C accepted. No further action was
required.

5.2

C states that SP cancelled telephone line in error and charged for reconnection. C
states that SP provided a poor level of service when attempting to resolve this
matter.

SP has credited reconnection charges and provided a payment in respect of a
shortfall in customer service.

The Ombudsman requires SP to provide a written apology, a further goodwill

payment and confirmation of no adverse credit rating. The Ombudsman also
requires SP to contact C and confirm the current status of the account.

5.3

C agreed to a mobile phone upgrade, but had ongoing problems with the reception.
C was offered a replacement phone, but the options were not as good and C



remained dissatisfied. C complained to the company on many occasions and
requested to cancel the contract, but the company failed to adequately address the
issues raised.

It was informally agreed that the company would cancel C's contract without penalty
charges, send C a goodwill payment, a PAC code, a pre-paid envelope to return the
unwanted handset and a letter of apology.

5.4

C claimed to have cancelled telephone service. SP claimed not to have received
notice of cancellation and continued to bill. SP had since credited a sum to C’s
account for the previous two bills. As neither party had proved otherwise, the
Ombudsman accepted that SP s figure was correct. C complained of having
telephoned emailed and written to SP. However, as SP had now tried to resolve the
issue, the Ombudsman did not require it to take any further action in this regard. She
did accept that C had incurred costs, spent time and suffered inconvenience so she
required SP to pay C a small sum as a goodwill gesture to reflect this.

5.5

C requested to cancel the telephone service, but the account remained open and C
continued to receive bills. C also paid an incorrect bill in error and therefore
requested a refund. C complained to the company on many occasions, but the
account remained open and C began to receive Collections letters.

It was informally agreed that the company would provide C with a final bill to allow
the account to close with a zero balance, send C a refund for the overpayment and
provide a written assurance that no adverse information had been entered onto C's
credit files. It was also agreed that C would receive a goodwill payment by cheque
and a letter of apology for any shortfall in customer service.

5.6

C complained to SP that it had charged them for a telephone line that SP had not
provided and that C had not asked for. SP maintained that call charges showed on
the line until it was cancelled the previous year by someone giving C’s listed contact
details and SP considered that C had just forgotten to cancel the line in error. SP
accepted it had raised some charges in error and credited these back on discovering
the fact. However, SP recommended no further action and C complained to the
Ombudsman.

The Ombudsman considered the information provided by both C and SP was
extremely brief and therefore it was difficult to establish exactly what had happened.
However on reviewing SP’s contemporaneous case notes it showed the cancellation
of the line and a corresponding contact number for C’s business, verified on headed
paper sent to the Ombudsman with the complaint. On this basis, the Ombudsman
decided there was sufficient evidence to demonstrate C was aware of the line and
that SP was entitled to expect C to pay for it. It was decided SP had acted
appropriately in refunding the charging error and so no further action was necessary.



5.7

C suffered severe health problems, and could not afford to pay the monthly contract.
C requested cancellation of the contract, and SP advised that a doctor’s letter was
required. A letter was sent, however; SP decided it would not cancel the contract
without charges being applied. Numerous letters were sent to SP.

The Ombudsman required that a letter of apology was sent that confirmed the
charges were reimbursed from the date C stopped using the service.

5.8

C had a franchise agreement with the franchise owner and entered into an
agreement for telephone services with SP. SP was not a party to this agreement.
However, C was obliged to cease using the telephone numbers or return these to the
franchise owner at the end of the agreement. C contacted SP to change the numbers
and asked for written confirmation the number could not be transferred. This was
delayed and ended up being faxed to C’'s Solicitor. The matter continued and there
was a delay changing the numbers which meant that C was liable legally to the
franchise owner. SP advised C latterly of longer than expected timescales and for the
need to liaise with a third party regarding the number change. C requested call
records and stated these had not been provided. SP disputed this.

C wanted acknowledgement of the poor customer service and an apology. SP
responded by saying it acted appropriately when it was given full information but
acknowledged there may have been a shortfall in customer service regarding the
timescale advice. However it had not provided a case file and C had given detailed
chronology of events which showed other shortfalls. SP was to make a written
apology and provide a goodwill payment in recognition. The Ombudsman confirmed
that SP could not be held responsible for any agreement between C and another
party. SP was to contact C to discuss resending the call notes, the format of these
and for details of C’s chronology so as to perform another search of its records.

5.9

C wrote to SP asking it to cancel all C's landline services. SP acknowledge the
request and confirm this was acceptable. However, on C's return, C found SP had
continued to take payments for the services. C complained and was assured the
monies would be refunded. However, SP failed to do so.

After Otelo asked for a case file, SP made C an offer to resolve the complaint. SP
offered to refund all the disputed amounts. C agreed. The Ombudsman was
pleased the matter had been resolved and closed the file.

5.10

C received bills after canceling all services with SP. C complained and SP was slow
to respond. After a case file was requested SP confirmed that account was closed
with a zero balance and sent C a goodwill payment. C agreed to the resolution in full
and final settlement of the complaint.



The Ombudsman was pleased that an agreement was reached.

5.11

C sent cancellation notice to SP and it failed to arrive. C failed to settle the next bill
although C still within cancellation notice period. SP contacted C and explained that
the cancellation letter had not been received and asked for him to re-send it. C
refused and SP continued to bill C. C sent two letters of complaint and SP failed to
respond to either stating that they had not been received.

The Ombudsman requires SP to send a written letter of apology for the shortfall in
customer service and to make a goodwill payment.

5.12

C states that SP did not cancel services as required.
SP offers cancellation of outstanding balance and a goodwill payment.
C has accepted SP's offer

Case closed as PICC

5.13

SP has offered cancellation of outstanding balance and a refund of over payments.

C has accepted this offer as a PICC.

5.14

C cancelled services with SP. Despite being promised a confirmation would be
provided this did not happen. SP later billed C despite the notification of cancellation.

The Ombudsman was disappointed that SP did not provide a case-file within the
permitted timeframe. The Ombudsman required SP to backdate and apply one
month’s notice from the date of cancellation and refund any overpayments thereafter;
to provide an apology for poor customer service levels and in recognition a cheque
payment; provide assurance that C’'s account had now been fully closed displaying
nil balance and to provide assurance that no adverse information had been recorded
against C’s name in relation to the matters raised in the complaint, and if any had, it
had now been removed or amended,

5.15

C agreed to a mobile phone contract on the basis that the signal in C's area was
high. However, C found the coverage to be poor and complained to the company on
many occasions. C requested the cancellation of the contract, but it was maintained.



It was informally agreed that the company would cancel the contract, clear any
balance owing, ensure that the account was fully disconnected, amend any adverse
information entered onto C's credit files, provide a refund of some payments and
send you a letter of apology for any shortfall in customer care.

5.16

C sent an email to SP over a month before the contract was due to end saying that C
wanted to terminate it. C sent a further email to confirm this. SP responded with
emails confirming it had received C's and subsequently called to ask C to remain as
a customer. C refused and said that C still wanted to terminate the contract at its
end. SP continued to take direct debit payments from C’s bank account for three
months until C cancelled the direct debit. C contacted SP by telephone and letter to
confirm the contract had been terminated and SP agreed to terminate it 30 days after
receiving C’s letter. This would have meant the contract was terminated some four
months later than it should have. C wrote to SP again enclosing copies of SP’s
emails that confirmed that C had given notice to terminate the contract at its end. C
then started to receive debt recovery letters. After investigating, SP admitted that C
had given sufficient notice to terminate the contract at its end. The Ombudsman
required SP to terminate the contract at the correct date, write to C apologising for its
error and subsequent shortfall in customer service, pay C a small sum as a goodwiill
gesture to reflect this and confirm that C’s credit rating had not been damaged.

5.17

C states that SP cancelled a call facility in error resulting in business losses.

SP states that C did not have a business line and that the alleged error was not
brought to its attention for a considerable period of time.

The Ombudsman requires SP to provide a goodwill credit and a letter of apology.

5.18

C says that service was cancelled in error, and further charges have been applied as
a result.

SP states that C did not maintain payments on account however, it has offered to
reduce the outstanding balance as a gesture of goodwill.

The Ombudsman requires SP to maintain its offer of a reduction in the outstanding
balance.

5.19

C states that SP has not provided a refund of call costs as requested and requests
cancellation of services.

SP has not provided any information or comment.



The Ombudsman requires SP to provide a credit of call costs, a goodwill payment
and to allow cancellation of C’s contract without penalty.

5.20

C agreed to transfer C's telephone package to SP but then changed C's mind within
seven days. C phoned SP and was advised to put C's cancellation in writing before
the end of the 'cooling-off' period. C maintained C did this but SP maintained such
letter was never received. The initial transfer of the line did not go through and C
remained with C's old provider for approximately five months. However, SP then
successfully transferred the line without any contact with C. When C transferred
back, SP then sought to maintain termination fees.

Given that C had made C's wish not to transfer very clear to SP some months before
the transfer was enacted, it was proposed that the termination fees should not be
maintained.

5.21

C began to receive bills for another contract that C stated had not been agreed. C
complained to the company, but the charges and contract were initially upheld.

It was informally agreed that the company would cancel the contract, clear the
account balance, withdraw any cancellation charges and ensure that the account
was fully disconnected. It was also agreed that C would receive a letter of apology
for any shortfall in customer care and a goodwill payment by cheque.

5.22

C received a sales call from SP and decided to cancel an existing contract and move
services to SP. Prior to activation C was made a better offer by the existing service
provider and so notified SP of cancellation. This was some 13 days after the request
for the services but before they were activated. Confirmation was given in writing that
the cancellation had completed. C then discovered the services had become active
and complained to SP. The offer from the existing service provider had expired and
charges were made for the package and usage. C was notified the bill would be
amended and that the cancellation was going through. C received further bills and
disputed the matter by telephone and in writing. C then had problems with
transferring the service and claimed that higher costs had been incurred following
disconnection of the services which were not released to another provider. C
contacted Ofcom to find out who held the services and why they could not be set up
by another provider. Part of the service appeared to remain with SP although it
claimed to have released it.

The Ombudsman considered that the shortfall was that C had not been informed that
it was highly likely the services would be activated at the central exchange due to the
lateness of the cancellation and the fact that this is done centrally on a queuing
system. This was compounded by the fact that cancellation would go through the
same system and would be queued until the request could be dealt with in order. SP
had refunded all charges and this was acknowledged as reasonable. SP was also to
cover the costs of mobile calls during the time of disconnection up to a certain date



as it did appear that it held onto some services and if so it had not advised C fully
and asked the right questions to ensure C's requests were completed fully. It had
offered to make a goodwill gesture and apologise. These actions were recommended
and confirmation of the account closure was to be made.

5.23

C had a contract with SP but found the handset had been stolen. C was unable to
claim on the insurance and could not cancel the contract with SP without paying the
remaining minimum term. C claimed that C had agreed at this point to continue the
monthly payments on the basis that the contract would then end. However, a few
years later, C found that the contract was still active and that C had been paying SP
throughout. C complained to SP that it had not processed the cancellation as
agreed. SP refuted the matter and although it offered C goodwill to close the
complaint, C refused this.

The investigation had been provided with no evidence to suggest that SP had ever
agreed to cancel C’s contract prior to when C subsequently made contact with it a
few ears later. Although it was acknowledged that C may not have used the service,
it was equally considered that C had a responsibility to check C’'s payments,
particularly as C had an active Direct Debit and was sent monthly bills. Although the
investigation did find that C had experienced a shortfall in customer service with SP’s
belated closure of the account upon subsequent contact from C, its initial goodwill
offer to C was considered fair and reasonable recompense for this. Therefore, it was
proposed for SP to maintain this offer, confirm the full closure of the account with a
zero balance and also provide C with an apology.

5.24

C had cancelled a mobile telephone contract some years previously and has asked
to port the number to the new provider. SP had produced a bill after the contract had
been cancelled which C had refused to pay as the appropriate notice had been given
and the account settled up to the end of the required notice period. C had
considered that the matter had been resolved but had then begun to receive calls
pursuing the unpaid bill. C complained that the calls were intrusive and wanted SP to
cancel the debt and pay compensation for the nuisance caused by the chase up
calls. SP claimed that the debt was owed as C’s line had had to be kept open until
the number could be ported to the new provider.

The Ombudsman decided that SP had investigated C’'s complaint and that, as C was
liable for the amount claimed; there was no entitlement to compensation.

5.25

C was with an SP for calls only. C placed a broadband order with the SP but then
cancelled. However, the SP cancelled C’'s complete service instead of just the
broadband. It then took C six weeks to reconnect to another provider.

The Ombudsman decided that there had been a shortfall in customer service from
the SP and that it should increase its offer of compensation to C.



5.26

C attempted to cancel contract but was unsuccessful. C eventually received a MAC
but when attempted to move found lines were blocked.

SP agreed resolution prior to Otelo investigation

5.27

C bought a mobile phone over the telephone. However, when C received the phone
it was not to the correct specification. C called to cancel the phone and was advised
to take it back to one of the SP’s stores. C did this but the store refused to accept it.
C then wrote several letters to the SP without resolution.

The Ombudsman decided that C had cancelled within the time limits specified in the
Distance Selling Regulation Act 2000. C had also suffered a shortfall in customer
service from the SP. The SP was required to cancel the contract and to send a
gesture of goodwill to C.

5.28

C requested telephone service with SP. However C changed their mind and
cancelled within the cooling off period. The SP did not receive the cancellation and
the account was setup. As a gesture of goodwill the SP has waived the connection
and cancellation charges but required C to pay the outstanding balance as the
service was utilised for a number of months.

The Ombudsman requested the SP to consider agreeing a payment plan for the
outstanding balance; make a goodwill payment of £30 in recognition of customer
service issues; send confirmation that the account has been fully disconnected; and
send a written apology for the difficulties outlined within the complaint and any
inconvenience these may have caused along with confirmation that the above
remedies have all been implemented.

5.29

C entered into a broadband mobile phone contract, but was unable to connect to the
service due to a faulty modem. It was sent off for repair, but was lost in transit.
However, the company failed to provide another modem, so C was unable to use the
service. C complained over several months, but the company failed to address C's
concerns.

It was informally agreed that the company would cancel C's contract early without

applying any cessation fees, refund the monthly charges back to a certain date as C
was unable to use the service and send C a letter of apology.

5.30

C requested cancellation of service with SP, however, cancellation was given prior to
30 days before contract expiry and so a cancellation fee would apply. SP wrote to C



to advise of this but did not receive a response. The contract therefore continued
and SP took Direct Debit payments for 18 months before C realised.

Upon realising that payments were being taken, C contacted SP who advised that
the contract had not been cancelled as C failed to respond to its letter to advise
whether the cancellation fee would be paid.

As C had not responded to SP’s letter, it was considered reasonable that SP
continued with the contract. However, SP offered to refund half of the payments,
given that C had not used the service since C considered it cancelled. The
Ombudsman considered this to be fair in all the circumstances and proposed that SP
took this action.

6.0 Carrier Pre-Select

6.1

C complained to the Supplier after it cancelled their Direct Debit and carrier pre-
select telephone service following a house move. It was evident that necessary
processes had not been followed by the Supplier and it accepted full responsibility for
the problems experienced. On review the Supplier proposed to apologise for the
problems experienced, confirm its current call plan options, refund all international
and landline call charges C incurred through the landline provider, and make a
further appropriate goodwill payment.

It was concluded that such proposals were appropriate and should be maintained. A
goodwill amount was also proposed.

8.0 Customer Service

8.1

C complained to the SP after it failed to address their concerns about its payment
processing charges. Despite a number of requests the SP failed to answer this
guestion. Responses were received from the SP suggesting why these charges
were appropriate. However, these did not include details of the appropriate Terms
and Conditions requested by C.

It was noted that the SP was justified to apply such charges in line with Terms and
Conditions. These were highlighted by the report. However it was disappointing that
the SP had failed to address C’s concerns, and failed to reply to some letters. This
was considered poor customer service.

In resolution the SP was required to send a letter of apology, telephone C to address
any remaining concerns, and make a goodwill credit to the account

8.3



Case closed as PICC

8.4

C was moving into a new house. C ordered a line from their current SP. The SP
connected the line early. C was not happy with this as they were unable to cancel
their booked day’s holiday for the connection. C also complained that although they
received a text, nobody bothered to contact them.

The Ombudsman decided that the SP connected the line early. However, this did not
mean that the SP had done anything wrong. It was unfortunate that C said they could
not cancel the holiday and it was considered that C had suffered a shortfall in
customer service. The Sp was required to credit C with a gesture of goodwill.

8.5

C states that SP cancelled a call facility in error resulting in business losses.

SP states that C did not have a business line and that the alleged error was not
brought to its attention for a protracted period of time.

The Ombudsman requires SP to provided a goodwill credit and a letter of apology.

8.6

C agrees to a new tariff with SP for half price line rental. C pays the required deposit
and advises SP stated the deposit would be refunded after a year. SP advises this is
not correct as the deposit is refunded at the end of the minimum term of the contract.
C did not pay two bills and half price line rental was cancelled so full charges raised
by SP. C made payment and disputed rental charges and requested a refund of the
deposit. SP refunded line rental in one off charge. C disputed this amount. SP
refunded the deposit and C confirmed this aspect of complaint was resolved.

The Ombudsman required SP to apologise to C in writing for shortfall in customer
service identified in the review.

8.7

C upgraded a mobile phone contract but returned the phone within the cooling off
period to change it for a different handset. C was charged for two accounts and SP
failed to close the incorrect account and referred the balance to a debt collection
agency. C telephoned and wrote to complain but received no reply. C complained to
Otelo.

SP recognised it had failed to close the account and failed to remove it from the debt
collection agency. The Ombudsman required SP to provide a goodwill payment to
reflect the level of customer service received in recognition of the distress and
inconvenience caused over an extended period of time and to ensure the account
was closed and the balance cleared with no adverse credit history in relation to this
matter.



8.8

Domestic Customer — Loss of telephone number

The complainant experienced an unrequested disconnection of service. In restoring
the service, the complainant lost the original telephone number and complained
about this to the Service Provider. The Service Provider accepted what the
complainant said and offered a goodwill gesture in recognition of the inconvenience
caused. The complainant was unhappy with the level of the goodwill gesture and
complained to the Ombudsman.

The Ombudsman was satisfied that the goodwill gesture the Service Provider had
offered was commensurate with the circumstances and other than directing the
Service Provider to maintain the offer, the Ombudsman concluded that it need not
take any further action.

8.9

Residential Customer — Failure to Provide Revised Invoice.

The complainant asked the Service Provider to remove charges incorrectly charged
to an account. While the Service Provider met the request, the complainant claimed
that despite making a number of requests, the Service Provider had not sent the
complainant a revised bill.

The Service Provider advised the Ombudsman that it had sent a revised bill and it
offered to have an appropriate person make contact with the complainant to resolve
any billing issues. The Ombudsman directed the Service Provider to send the
complainant the revised bill the complainant wanted, free of charge, and commented
that it would be helpful for the Service Provider to make direct contact with the
complainant to resolve any other billing issues. The Ombudsman also recognised
that there had been shortfalls in customer service arising from delays in handling the
complaints the complainant made and to redress this, the Ombudsman directed the
Service Provider to make a goodwill gesture to the complainant and to send the
complainant a letter of apology.

8.10

C set up service with SP. C returned equipment as felt not fit for purpose. SP set up
two accounts not one and restricted C’s service in error. C was not refunded for the
equipment C had returned. C did receive service but disputed charges. C requested
account be stopped and C be allowed to port number without penalty. C also
unhappy with customer service of SP.

The Ombudsman required SP to: apologise in writing; make a goodwill payment;
refund the cost of the equipment; and confirm C can port the number without penalty.

8.11



C paid for the renewal of a domain name with the SP. However, the SP failed to
renew the domain name and it was subsequently taken by another party. C wants
the domain name returned to them but the SP states it is unable to assist any further.

The Ombudsman accepted that the SP was unable to assist further in regaining the
domain name for C and had refunded its charges. The SP was requested to send a
written apology for the level of service and the loss of the domain; and make a
goodwill payment recognition of the inconvenience the loss of domain has caused.

8.12

SP disconnected C’s phone and closed the account in error. C states this caused
them to miss the news of the birth of their first grandchild. In addition to this C claims
to have received post for another account and highlighted other customer service
issues. C wants £5000 compensation. The SP accepts that errors were made but
has offered £100 goodwill which has been declined by C.

The Ombudsman requested that the SP apologise that errors on the account caused
C to miss the news of the birth of their first grandchild; reiterate the offer of £100
goodwill; send confirmation that no further letters will be sent to C in connection with
their neighbours account; confirm the Direct Debit has now been setup; and send an
apology for the difficulties outlined within the complaint and any inconvenience these
may have caused along with confirmation that the above remedies have all been
implemented

8.13

C fell into financial difficulties and asked SP for more time to pay the outstanding bill.
C says that SP failed to provide an adequate response to her letters. SP says that it
did respond and that it asked C to contact it to discuss the matter. C says she was
unable to get through on the phone.

The Ombudsman decided that SP had acted correctly but that it would have been
better to write to C with a full response rather than expect C to call it. A full
explanation of the bill was required and as a goodwill gesture any late payment or
associated fees be credited as a goodwill gesture.

8.14

SP contacts C and offers an upgrade to C’s present plan. C advises C requested
confirmation of the plan details in writing. SP advises it has no record of this request.
SP provides plan and sends C new handset. C contacts SP to dispute and return
equipment after cooling off period had expired. SP explains C cannot cancel when
this period ends. C contacts SP to dispute in writing. SP fails to respond to letter of
complaint. SP does respond and maintains contract as valid. SP accepts customer
service error in terms of responding to C.

The Ombudsman required SP to make a goodwill payment and apologise to C for
shortfall in customer service identified in the review.



8.15

C contacted SP about a delay in billing for mobile calls. SP advised of a high
balance which C disputed. C claimed that the tariff should have included roaming
call charges but SP denied this was ever offered. C did not make payment and the
balance was sent for debt collection. C later found that an application for credit was
refused based on a default registered by SP. C complained to SP which refused to
amend the credit file.

The Ombudsman noted that SP had reduced the outstanding balance on C’s account
due to the delayed billing but that it had maintained the charges throughout the
complaint. While C had communicated with the debt collection agency, at no point
had SP suggested that the charges were on hold or that they were not payable. The
Ombudsman was of the opinion that the delay in billing had contributed to C's
continued belief that the tariff included roaming calls and required SP to apply a
credit to cover the charges incurred after the first bill should have been issued.
However, the Ombudsman was satisfied that SP had responded and acted
appropriately in respect of the reminder of the complaint and no additional action was
required.

8.16

C requested a payment plan as they could not afford to pay the bill in full. This was
rejected by the SP. The service was then restricted despite C having a disabled
child. A further bill was received by C and the matter was then passed to a DCA.
The SP has accepted that it may not have provided sufficient assistance to C and
there was a shortfall in customer service.

The Ombudsman requested the SP to reinstate C’s service on the satisfactory
settlement of the outstanding balance; provide a goodwill credit equivalent to the later
payment charges incurred since March 2008; make a goodwill payment in
recognition of the various customer service issues identified within the complaint; and
send a written apology for the difficulties outlined within the complaint and any
inconvenience these may have caused.

8.17

SP disconnected C’s line without warning. C asked for business losses to be
considered but SP explained that it was a residential account. C asked to transfer to
a business account but SP failed to action the request. C’s line was disconnected
again and service lost for a short period of time. C made a claim again for business
loss which SP rejected because the tariff was still residential. C provided a letter as
requested by SP. SP refused to pay for the cost of obtaining that letter and then
failed to respond to further contact from C.

The Ombudsman was of the opinion that SP had failed to respond appropriately to
the complaint and that it should pay for the cost of the letter as it had requested it.
However, the Ombudsman considered that C was unlikely to have been eligible for
the business loss claim even if the tariff had been a business tariff as the losses
could not be demonstrated. SP was required to issue a goodwill payment for the
cost of the letter, the line rental during the loss of service and in recognition of the
shortfall in service.



Keywords: service, request not actioned, disconnection

8.18

C contacts SP as C had moved into a property and wanted a new SP. SP
acknowledges that due to a system error it failed to stop the account of outgoing
tenant and therefore C could not take up service with C’s chosen SP. Both parties
agree the time period the line was without service and SP accepts responsibility.

The Ombudsman required SP to: maintain its offer of a refund for costs; make a
goodwill payment; and write a letter of apology for the customer service shortfall
identified in the review.

8.19

C experienced a faulty service but was unable to contact SP by telephone because
of problems with its contact numbers. C had further problems transferring their
service to another provider. C then continued to receive bills. C wrote to SP to
resolve, without success.

SP advised it has agreed a resolution with C. The Ombudsman wrote to C to confirm
this was their understanding of the situation.

8.20

C requested service from the SP and requested that the payment was to be made by
Direct Debit and that the number was placed in the phone book. The SP failed to
implement this, however, agreed to do so prior to investigation.

8.21

C made a payment to SP via a bank that was not received. SP stated that C missed
an earlier payment and when it tried to take the payments the request was refused.
C made a payment via the bank and it took 14 days to reach the account. C made a
payment by cheque and SP was unable to locate it and then maintained that C had
not supplied details of account number. C was requested to obtain a copy of the
cheque. SP disconnected C for late payment. The Ombudsman took the view that C
was able to establish that a payment had been made.

The Ombudsman required SP to - close the account crediting any outstanding
balance as a gesture of goodwill, to make a goodwill payment by cheque in
recognition that its action

Triggered the need for the line to be reconnected, to provide a letter of apology for
the shortfall in customer service and confirming that C's account was closed with no
balance outstanding.



8.22

C made a complaint about the poor customer services that C received from SP and
the incorrect and misleading information that SP had given C in regard to an ordering
and cancellation request.

The C and SP agreed a resolution to the case, prior to investigation.

8.23

C contacted SP as C had received a letter stating the service was to be moved to
another service provider. The SP attempted to place a stop on the transfer and
suggested that C contact the other provider. However, the service was transferred.
C believes they have received a poor standard of care.

The Ombudsman accepted that the SP had acted appropriately with regard to the
advice given about the transfer. However it was noted that with regard to the
complaint it had not met an acceptable level of customer service. Therefore the SP
was requested to send a written apology for any inconvenience caused due to this
complaint and make goodwill payment recognition of customer service issues. .

8.24

The C wrote to the SP to complain, however, C did not receive the response
generated. C therefore contacted the SP again and the response received did not
address the initial complaint or provide the explanation requested. The letter also
provided a telephone number which was not in use. The Ombudsman considered
this to be a shortfall in customer service and required the SP to send a full letter of
apology and to provide a goodwill payment in recognition of the same.

8.26

C claims to have been given incorrect pricing information by SP. SP claims to have
no record of any incorrect information being given but has offered some goodwill. C
requires compensation of £250.

The Ombudsman requested that the SP provide details of its charging structure; and
send an apology for the difficulties outlined within the complaint and any
inconvenience these may have caused

8.27

C claimed that poor service had been received from SP and that letters C sent to SP
were not responded to. After a case file was requested, SP agreed to send C copies
of all correspondence received and allow C to terminate the contract early, with no
penalty.

The Ombudsman was pleased that an agreement was reached.



8.28

C experienced problems with account set up. C decided to cancel service. SP
debited C’s account and then promised to refund amount taken. C was not provided
with refund as promised.

Ombudsman found that C had received poor customer service. SP had not
responded to C’'s complaint in a satisfactory manner. SP was also required to make
a goodwill payment and provide the refund.

8.32

C requested telephone and broadband service with SP but cancelled broadband
service before connection had taken place. SP cancelled the total order and C had
to reorder from beginning. There three month delay in C gaining a service along with
incorrect bills and customer service issues.

The Ombudsman could request that the SP apologise for the customer service and
billing issues along with the connection difficulties. In addition to this the SP was to
make a goodwill payment and ensure the Direct Debit was correctly setup.

8.33

C took out service with the SP, which included a cash back offer. C changed
address and sent evidence of this to the SP. The SP however failed to issue the
cash back cheque as it stated that the change of address notification had not been
received with the specified time limit, however, it had been and its systems had not
been updated. The Ombudsman required the SP to send C the cash back cheque
and also required a full letter of apology with regard to the shortfall in customer
service and a goodwill payment in recognition of the inconvenience caused.

8.34

C complained of a loss of service and said that SP had claimed it had been resolved
when it had not. SP admitted this had happened and said it had compensated C for
loss of service in accordance with its contract. This was found to be correct. C
wanted to be compensated for loss of broadband but SP said C was not getting its
broadband service and could not guarantee a fault free service at all times. This was
found to be reasonable. C claimed to have been charged for calls made while being
without service. SP offered to refund the cost of these calls. This appeared to be
reasonable in the circumstances. C claimed to have made several calls, sent emails
and a letter to try to resolve the situation. SP had credited a sum to reflect the cost of
calls but did not address the failure to respond properly to C’s letter and emails.

This amounted to a shortfall in customer service. The Ombudsman required SP to
write to C apologising for the shortfall in customer service and to refund the credit on
C’s account along with the cost of calls charged while C was without service.

8.35



C requested a payment plan as they could not afford to pay the bill in full. This was
rejected by the SP. The service was then restricted despite C having a disabled
child. A further bill was received by C and the matter was then passed to a DCA.
The SP has accepted that it may not have provided sufficient assistance to C and
there was a shortfall in customer service.

The Ombudsman requested the SP to reinstate C's service on the satisfactory
settlement of the outstanding balance; provide a goodwill credit equivalent to the later
payment charges incurred since March 2008; make a goodwill payment in
recognition of the various customer service issues identified within the complaint; and
send a written apology for the difficulties outlined within the complaint and any
inconvenience these may have caused.

8.37

C placed reported a theft of phone. SP placed bar on account and also refunded

charges applied after the incident. C thought phone contract included a cashback

agreement. SP said contract was for 12 months and did not explain the cashback
element to her and also did not respond to her letters

Ombudsman found that C had received poor customer service. SP did not address
C’s concerns. The complaint was also not escalated. An award was made to reflect
this.

8.38

C states that the length of the contract was not clearly advised during a sales call and
requires the outstanding balance to be cancelled with no penalty for cancellation as
switched providers.

SP states that the recording of the sales call shows that a full explanation of the
contract was provided.

The Ombudsman does not require any action to be taken by SP.

8.40

C took a service with SP which was ten days late in connecting the service. This led
to additional costs for C who had to rely on a mobile phone in the absence of a
landline. It was accepted that SP should meet some of these costs. SP accepted
that there had been shortfalls in the customer service provided. Steps were
proposed to place C back in a position that C would have otherwise been in. C also
disputed the cost of the service and steps were proposed to allow C to discuss this
and if C was still not satisfied a fee free cancellation should be allowed.

SP was required to provide a letter of apology, to provide an itemised bill detailing the
calls that C had questioned, to contact C to discuss the cost of the package and to
confirm the cost of this. If C was not satisfied with the charge for his package C
should be allowed to either change to a more suitable package or alternatively cancel
the package without penalty. SP was also required to provide the contact details of a



representative that C could send the mobile phone bill for the period without service
being provided. SP was to then refund (in the form of a cheque) 75% of the call
charges for that period and to provide a goodwill gesture, in the form of a credit to C's
account.

8.41

C ordered a telephone service to C’'s new property. SP agreed to order it and gave C
an installation date. However, SP had ordered the service incorrectly and it was not
supplied for a further month. During that time C had waited in for engineers that did
not arrive. C had written to SP but had not received a satisfactory response. SP had
initially agreed to remove the cost of installation but had not done so and had
collected money from C’s bank account. The Ombudsman found that submitting an
incorrect order and leading C to believe that the line would be fitted a month before it
eventually was, amounted to a shortfall in customer service. SP had already credited
a small sum to C’s account as a goodwill gesture and the Ombudsman found this
reasonable in the circumstances. However, the Ombudsman required SP to write to
C to apologise. SP had already credited a small sum to C’s account for missed
appointments and the Ombudsman found this to be reasonable in the circumstances.
However, the Ombudsman noted that SP had initially agreed to remove the
installation costs but had not done so. The Ombudsman required SP to do so now
and to refund any resulting overpayment.

8.42

C experienced problems with a landline service after the local exchange was
upgraded to Local Loop Unbundling by SP. Faults were experienced by C and these
were accepted by SP. These were found tom amount to poor customer service.

SP was required to provide a letter of apology, to refund 50% of charges applied for
line services (but not call charges) from the date that the fault started to the date that
the Final Decision is issued by the Ombudsman, to contact C to confirm that all faults
had been corrected and that the service is fully functioning and to provide a goodwill
gesture.

8.43

C contacted SP with a view to transferring two numbers. C made it clear that the
telephone was for business use. SP told C this could be done but it turned out that
only one number could be transferred and the other was lost. SP admitted it had
made an error and offered C a sum as a goodwill gesture to reflect this. C refused
the offer, having suffered business losses. There was insufficient evidence to
support some of these losses but the Ombudsman accepted that as C had made it
clear that the telephone was used for business purposes, that some losses should be
reimbursed. The Ombudsman required SP to pay C a sum to reflect the losses that
appeared reasonable and a small sum in recognition of its error together with a small
sum as a goodwill gesture to reflect the poor level of customer service C had
received in trying to bring the matter to a resolution. The Ombudsman also required
SP to apologise in writing.



8.44

C (a small business) moved premises and wanted to move the old phone number to
the new premises. This was to have taken seven days. In the end it took over a
month and even then, a different number was provided. It took a further week to
reprovide the old number. SP had credited part of the installation cost and a sum for
line rental. The Ombudsman found this to be fair but required SP to apologise in
writing. C had used a mobile phone while no landline was available and had
provided receipts for top ups. The Ombudsman accepted these receipts and
required SP to credit a sum to C’s account for additional mobile phone costs. C
believed that there may have been a loss of new business but could not provide any
evidence in support of this so the Ombudsman did not require SP to make any
payment in this regard. C had written several letters to SP and SP had received
them but failed to respond in writing. The Ombudsman required SP to apologise for
this and pay a small sum as a goodwill gesture to reflect the shortfall in customer
service.

8.45

C complained that SP had failed to refund a credit amount for an estate of a parent
for which C was an executor. C had complained that the funds had not been
received but SP’s agents had insisted that the transfer had been done. As
resolution, C wanted a cheque to be sent for the full amount of credit due. In its
response, SP confirmed that it had carried out a further investigation and discovered
that the funds had been transferred to a wrong account. SP apologised and said that
a cheque for the full amount was being sent to C.

The Ombudsman accepted that SP’s actions met the requested resolution but also
required SP to send a written apology and make an appropriate goodwill payment to
C for the upset caused by its errors.

8.46

C [new customer] states that SP agreed to supply a roaming overseas facility to C's
account with no charge and when the service was not added to the account SP
stated that it required a deposit unless customer has a satisfactory billing history. C
maintains that SP has mis sold the contract. SP offered to provide the service on
receipt of a deposit and C declined. C has continued to use the service but refuses to
pay for the services. SP cancelled the account and applied an early termination fee
and referred the debt to the recovery agents.

The Ombudsman requires SP to explain the build up of the outstanding balance and
to make a goodwill payment.

8.47

C took out a mobile phone contract with a third party retailer which included a cash
back offer. However, the company went into liquidation and C did not receive the
amount owed. C complained to the mobile phone company, but it was explained that
it was not liable to pay C the amount owed. As C remained dissatisfied, C escalated
the complaint in writing.



It was informally agreed that the company would clear a small balance owed on C's
account, send C a goodwill payment for any shortfall in customer service and a letter
of apology for any inconvenience caused. However, the company was not liable to
pay C the cash back amount.

8.48

C says that SP did not provide an overpayment refund when promised.

SP concedes that a delay occurred and confirms this has now been paid. SP offers
a letter of apology and a goodwill payment.

The Ombudsman requires SP to provide a written apology and a goodwill payment.

9.0 Direct Debit

9.1

C was transferred to SP1 when SP2 went into administration. C complained they
were not informed of changes to the terms of contract. C complained that the original
tariff was not transferred to SP1. SP1 confirmed that an exact tariff match did not
exist so it would apply the nearest existing tariff. C discovered inaccurate tariff
information had been supplied by from SP2 to SP1.

The Ombudsman was of the opinion that SP1 acted in good faith but it should offer a
tariff more suited to C’s requirements. C cancelled the Direct Debit but continued to
use service and usage increased. Based on that there was no reason why C should
not pay for valid call charges. C wanted to cancel the contract with SP with no further
charges. The Ombudsman was of the opinion that C was liable for usage charges,
although C should be allowed to cancel without penalty under the terms of the offers
made by SP1.

9.2

SP provided a telephone and broadband service for C. C agreed a direct debit date
but SP took payments out on an alternative date causing charges to be incurred to C,
who was on benefits. C began to be chased for a debt but there were charges on the
account that were being disputed. C’s representative wrote to SP and it offered to
clear the debt and reimburse an amount paid to avoid litigation. C claimed the
cheque had not been received and a further goodwill gesture for the stress and
inconvenience.

The Ombudsman was happy with the action taken by SP to stop debt recovery
procedures and clear the account. The line had been disconnected and a cheque
raised for the amount paid. SP was required to review the account to see whether a
replacement needed sending. It was also required to reinstate C's credit history as it
had cause further financial hardship by requesting the direct debit earlier than agreed
and commenced debt recovery action during a dispute. C was to be given a further



small goodwill payment as the amount reimbursed did not fully cover the disputed
charges and the costs incurred. SP was also required to discuss any service options
with C.

9.3

C was connected to SP for a telephone line and completed a Direct Debit mandate.
SP confirmed it had received this and also promised to send out a VAT invoice. C
noticed no payments had been taken from the bank and queried the Direct Debit.
The system showed the Direct Debit was set up. C then received a bill and debt
chasing letters as the Direct Debit had not been taken. C’s bank confirmed there had
been no request. Again C complained and was reassured on a number of occasions
that all was in order. C’s line was subsequently disconnected on two occasions and
charges were raised but refunded for late payment and reconnection. The matter
continued and C wrote numerous letters that remained unanswered.

The Ombudsman was provided with an explanation by SP that there was a system
error that was not identified at the time and so the advisers thought the direct debit
was live when it was not. SP cleared the charges on the account but during the
investigation further bills were sent. SP was to cancel all billing and ensure credits for
advance payments were made. It was to apply a daily call allowance until the line
was reconnected. Once the line was reconnected SP was treat C as having a
continuous contract. SP was to apologise and make a further goodwill payment for
the time, inconvenience and expense incurred by C.

9.4

The complainant contacted the Service Provider to make Direct Debit payment
arrangements for a broadband service. However, the Service Provider included
telephone charges in the Direct Debit arrangements and the complainant did not
become aware of this until the complainant received a bill. The complainant
contacted the Service Provider and it explained that it was unable to reverse the
process. The complainant complained to the Ombudsman.

The Ombudsman recognised that while the Service Provider was unable to reverse
the situation for technical reasons, there had been shortfalls in customer service
which had caused inconvenience to the complainant, and to redress this, the
Ombudsman directed the Service Provider to make a goodwill gesture to the
complainant.

9.5

C telephoned and wrote to SP to cancel the mobile phone account. After three years
C noticed Direct Debit payments were still being taken and claimed a refund. SP had
not received the letter of cancellation and required proof of postage. C provided a
copy of the recorded delivery slip. SP would not accept this as it did not prove
receipt. SP refused to refund the payments and C complained to Otelo.

The Ombudsman considered that the Terms and Conditions only required proof of
postage and not proof of receipt and that C’s claim for a refund was warranted.



9.6

C contacted SP and was advised that account [old] was closed. C identified DD from
SP and contacted it. SP explained that this related to C’s new account and that no
duplication of payments had occurred. C disputed this. SP agreed to cancel the
balance but has failed to do so.

The Ombudsman requires SP to provide a letter of apology for the shortfall in
customer service; to process C's subject access request; confirm in writing that the
new account is closed and no balance is outstanding and that the credit file is update
accordingly and make a goodwill payment.

9.7

C paid SP in full but noticed that a DD had also been taken from their account. C
complained to SP stating they had not agreed a DD. SP stated C did agree DD but
refunded overpayment and cancelled DD. C unhappy that SP created DD and wants
compensation.

The Ombudsman could see no reason why C be awarded compensation. The SP
was asked to explain the process for agreeing Direct Debits with customers and
when the disputed Direct Debit agreement was created; reiterate that the disputed
Direct Debit has now been cancelled; confirm that any overpayments made via the
disputed Direct Debit have now been credited back to C; and send a written apology
for any distress or inconvenience caused by this complaint.

9.8

As a result of a request from the Service Provider the complainant contacted it and
discovered that existing payment arrangements were coming to an end. The
complainant asked to be sent a Direct Debit mandate form but did not receive this
and had to make further requests for it.

In the meantime, the complainant was charged with a late payment fee and although

the Service Provider promised to refund this when the complainant complained about
it, it never did. The complainant was unhappy with the level of service received from

the Service Provider about these and other customer service issues, and complained
about them to the Ombudsman.

The Ombudsman agreed with the complainant that there had been shortfalls in
customer service which had inconvenienced the complainant and the Ombudsman

directed the Service Provider to redress these by providing an appropriate goodwill
gesture to the complainant.

10.0 Directory Listing

10.1



C was unhappy that an opportunity was not provided by SP to check an advert
before it was published by SP. C later found errors on the advert and request SP to
withdraw charges relating to it. After reviewing the complaint, the SP later agreed to
remove half of the charges raised.

As SP had demonstrated shortfalls in customer service as there was a delay in the
advert being provided, it was decided by the Ombudsman that SP should maintain its
offer of withdrawing the outstanding charges and provide an apology.

10.2

C complained that SP published C’s address and number in the phone book when C
had requested ex-directory. C had been a victim of a brutal attack several years
previously and so C's details in the phone book caused C distress. C requested that
SP cover the costs for C to move house. SP said that the number had been in the
phone book since C's service started with it. It advised it had offered C a goodwill
payment but this had been declined.

The Ombudsman thoroughly investigated the information provided and after further
investigation discovered that C had placed an order online to transfer service to SP.
C’s order online did not ask for ex-directory. As a consequence, the Ombudsman
said that SP could not be blamed as C had not asked for ex-directory. The
Ombudsman could therefore find no justified reason why SP should cover C'’s
moving costs. The Ombudsman required SP to honour its offer of goodwill.

11.0 Disconnection

11.1

C took out a landline and broadband service with SP. Some weeks later was
disconnected. He received cancellation charges refunds from 2 SP’s. Both SP’s
blamed the other. Both SP’s continued to bill C.

The Ombudsman recommended that SP confirm that there is no balance due and no
penalty charges have been added to the account; SP to reinstate the service to C
once a line has been activated; SP should confirm the account number and
telephone number in writing and confirm the tariff upon which C has been set up; SP
to pay a sum as a gesture of goodwill to C for the poor customer service received.

11.2

C had telephone service disconnected. C also received bills for service C did not
have. C complained but matter was not resolved. After the Ombudsman brought the
complaint to the attention of SP, it made C an offer to resolve the complaint which C
accepted. No further action was required.

11.3



C transferred telephone service to SP. C had poor line quality, broadband
connection issues, and the line was taken over by a third party without permission
causing the line to be ceased. C was charged for services not received, such a
number withheld, and call divert. C complained and SP issued credits for line rental
and broadband for the time C was without service. C was not satisfied and
complained to Otelo.

The Ombudsman considered that additional goodwill credits were warranted for
broadband charges, and in recognition of the shortfalls in customer service.

11.4

Due to an error by the Service Provider, the complainant experienced a loss of
broadband for five days. When the service was restored the complainant wanted a
considerable amount of compensation from the Service Provider. The Service
Provider rejected the complainant’s request but did offer a goodwill gesture for the
inconvenience caused by the disconnection. The complainant was unhappy with this
and complained to the Ombudsman.

The Ombudsman commented that the Service Provider's Terms and Conditions
expressly stated that the Service Provider had no obligation for any losses, or
potential losses. The complainant had not provided any quantifiable evidence about
the level of inconvenience caused and he Ombudsman concluded that the goodwiill
gesture the Service Provider had offered was reasonable. In these circumstances
other than renewing the offers that had been made, the Ombudsman did not require
the Service Provider to take any further action.

11.5

C complains that SP barred the line when the credit limit was exceeded; C paid
immediately and SP agreed to re-instate the line. However, due to a system error SP
was unable to re-instate the service for 48 days during this time C incurred call
charges on mobile phones. SP made a goodwill gesture and C rejected it.

The Ombudsman requires SP to provide a letter of apology for the shortfall in
customer service; to re-instate the offer to refund for the loss of service and to make
a goodwill payment.

11.6

C’s service was disconnected in error and despite assurances from the SP that
service would be reconnected, this did not occur. C then received a letter from the
SP advising that it was unable to reconnect as the line required reactivating. This
letter was received over two months after disconnection.

The Ombudsman considered that there had been a shortfall in customer service and
required the SP to send a full letter of apology and to make a goodwill payment in
recognition of the inconvenience caused.



11.7

When attempting to supply a new line to a neighbouring flat the wholesaler
disconnected C’s line. It took SP four to five weeks to restore the telephone and
broadband services. In the meantime, C's number had been re-allocated and C was
told it could not be returned. C telephoned the number and found out that the new
consumer was experiencing problems with receiving calls for C. C’s number was
restored some five months later. The Ombudsman found that the time taken to
restore service and to restore C’'s number was unacceptable and she required SP to
write to C apologising for the shortfall in customer services and to pay a sum as a
goodwill gesture to reflect the stress, inconvenience and loss of personal time that C
had suffered as a result of the incident.

11.8

C was disconnected by SP following a request from an unknown third party. C was
unhappy with regard this as C states the request was never made. SP investigated
the complaint and confirmed that C’s service was disconnected due to the request it
had received.

C wanted compensation for the matter; SP offer an amount to cover its disconnection
fee and the reconnection fee with another SP. C rejected this.

From the evidence provided, the investigation found that the SP was not a fault and
that the SP's previous offer was fair and reasonable recompense. Therefore, it was
proposed that this offer be maintained to C.

11.10

C reported a fault and maintains that SP took four months to resolve it. SP records
show that the fault was reported only once. C withheld payment for the time without
service although SP’s records show that C was able to make calls for two months.
SP disconnected C. C complains that SP has not responded to C's letters.

The Ombudsman requires SP to provide a letter of apology for the shortfall in
customer service by failing to respond to C’s letters; to re-instate the goodwill offer
and make a small additional goodwill payment.

11.11

The Service Provider incorrectly connected a line meant for a neighbouring property
to the complainant’s property and this had the result of the complainant experiencing
a loss of service. The complainant complained to the Service Provider and the
problem was rectified a week later. The complainant wanted compensation but a
letter the complainant sent to the Service Provider about this went unanswered, so
the complainant complained to the Ombudsman.

The Ombudsman commented that the complainant was unable to provide evidence
that it was a business line that had been affected and on the level of losses the
complainant claimed the complainant had suffered. On the basis of the available



evidence, the Ombudsman was unable to justify meeting a compensation claim for
losses. However, the Ombudsman did conclude that there had been a shortfall
arising from the connection error, and directed the Service Provider to make a
goodwill gesture in recognition of it.

11.13

C had landline telephone disconnection due to an error made by the SP. C lost
internet and landline service. SP offered to reimburse calls made using mobile, the
dial up charges for internet usage, and the disconnection and reconnection fees. C
was not happy with goodwill payment offered. Ombudsman found that mistake was
due to SP and there were shortfalls in customer service. Ombudsman increased the
goodwill payment.

11.14

C discovered their telephone line had been taken over by another service provider
with a new telephone. While trying to get the telephone number back the service
was disconnected for a matter of weeks. C made a number of telephone calls and
sent letters to have her telephone line transferred to the other service provider. SP
did not reply to C’'s correspondence but it did cancel out the account charges. C
incurred cancellation and reconnection fees when SP transferred the account in
correctly as well as when the account was returned. It was proposed that these
charges should be paid for by SP as well as a letter of explanation and of apology as
well as a further goodwill payment for the shortfalls in customer service.

11.15

C complained that SP disconnected the telephone service without notice. SP stated
this was done in line with procedures. C also complained that SP submitted C'’s ex-
directory number in the phonebook. SP apologised and proposed a goodwill
payment.

The Ombudsman required SP to provide an apology for the shortfall in service levels
and in recognition apply a goodwill credit to the outstanding balance on the account;
to make arrangement for the reconnection of the telephone line at no cost as a
goodwill gesture; and to ensure that a new telephone number was provided, which
was ex-directory.

Non payment, disputed charges, goodwill credit, customer service, compensation.

12.0 Disputed Charges

12.1



C ordered BB from her existing telephone provider. C cancelled within the cooling off
period but SP continued to charge for BB. Part refund was made, but C not satisfied
as BB charges continued to be raised due a technical fault.

Agreed to informally resolve and C happy with SP crediting the incorrect charges on
the account, providing a goodwill gesture and sending a letter confirming actions to
be taken and an apology for the shortfall in customer service and inconvenience
caused.

12.2

C disputed engineer call out charges. SP maintained the charges as correctly rose.
The Ombudsman found that C had buried a cable independently and that this has
caused a line fault. Therefore, all charges raised for the work conducted was
deemed warranted.

The Ombudsman required no further action from SP in this case.

12.3

C was charged incorrectly by SP. SP accepted that C was charged incorrectly and
that it would apply the correct charges and clears the balance to nil. SP also offered
a goodwill gesture payment. The Ombudsman found that C had been
inconvenienced with regards to the incorrect charged and being chased for an
amount not owed. But the Ombudsman was satisfied with the goodwill gesture
offered by SP.

The Ombudsman required SP to confirm in writing the account is closed with a nil
balance, confirm in writing the goodwill gesture applied to date, maintain the two
months free line rental, and send a letter of apology for the service shortfalls
highlighted in the report.

12.4

C states that SP has been taking money from C’s account relating to a service C did
not ask for. SP says it has no record of C being charged. C did not offer any
evidence to show that SP had been taking the money.

Ombudsman required SP to carry out investigation if C provided documented proof
that it had been taking the money, if investigation revealed it had incorrectly charged
C then refund all monies owed.

12.5

C requested service with SP. C was not satisfied with the service so reduced the
service to a lower tariff. C tried to set up payment by direct debit but SP failed to
arrange this. C received late payment charges and other charges which C disputed.
C required charges to be cleared. C wanted charges clearing.



Ombudsman found that some of the charges were legitimate but identified shortfalls
in customer service. Therefore, Ombudsman only required SP to clear some of the
charges and to make goodwill payment and apology.

12.6

C complained about data charges using mobile broadband from Spain. SP failed to
explain the charges, failed to provide promised call backs and failed to reply to
letters. C complained to Otelo.

SP made a goodwill gesture which C declined. The Ombudsman considered there
was no evidence that SP had charged incorrectly and considered SP had made a
reasonable offer which should be maintained.

12.7

C requested connection of telephone service from the SP. Upon receiving a bill, C
noticed that charges had been raised relating to complex provision, even though only
a standard connection charge had been quoted. C complained to the SP, however,
was advised that the charges were correct. C further complained and an
investigation was ongoing at the time of investigation. The SP advised that the
charges should not have been applied and therefore the Ombudsman required a
refund of the same, along with a full letter of apology for the shortfall in customer
service and a goodwill payment for the inconvenience caused to C.

12.8

C was an existing telephone and broadband customer of SP. C claimed that following
an offer allowing for a reduced price but without limit on broadband this was
accepted. C then received a bill detailing excess usage charges. C complained but
received standard responses until an offer was made but not followed up some four
months later. The matter continued and C raised issues with the Ombudsman
regarding overcharging and the poor customer service experience.

The Ombudsman agreed that C had received poor customer service. SP made an
offer to address the complaint but the time had passed for investigation and so SP
was required to apply the offer as stated in C’s original complaint. SP had
commenced debt collection which could have had a detrimental effect on C's
professional life and this was to be recognised as the activity was commenced during
the period the complaint had not been addressed. SP was to provide a MAC and give
advice on transfer, make a full apology, provide a higher than usual goodwill gesture
due to the debt collection activity and stop such action clearing any adverse mark. It
was also to contact C to discuss the date C stated a particular part of the offer was
agreed as there was not enough information for this to be considered and the original
email did not address this. On establishing this date SP was to credit the account
with any necessary amount due.

12.9



C moved to a new property and contacted the telephone service provider to request
the service at the new address. This action was completed by the company, but then
cancelled in error. This left C without the service for a two week period. C was also
incorrectly charged a reconnection fee, but this was refunded after C complained.

It was informally agreed that the company would apply a credit equal to one month's
line rental, a further goodwill credit for poor customer service and to apply the Ofcom
rules in relation to the company's failure to provide C with a bill. It was also agreed
that the company would send C a bill once the technical fault had been fixed and a
letter of apology for any inconvenience caused.

12.10

C agreed to a telephone service with a new provider on the basis that C received free
broadband. However, after the order was progressed C was advised that a charge
for broadband was applicable. C complained to the company on several occasions
and requested a refund of payments and to cancel the contract, but this did not
happen.

It was informally agreed that the company would clear the outstanding balance owed
on the account, cancel the contract without applying any early termination fees and
provide C with an assurance that no adverse information had been applied to C's
credit files. The company also agreed to send C a goodwill payment and a letter of

apology.

12.11

C disputes various charges with the SP and claims various customer service issues.
SP claims to have rectified the account issues.

The Ombudsman requested that SP to provide confirmation that the account is now
correct; contact C to request details of the alleged bank charges; should the SP be
satisfied that the charges came about as a result of its actions - provide a goodwill
payment equivalent to the value of the bank charges incurred; make a goodwiill
payment in recognition of customer service issues; and send an apology for the
difficulties outlined within the complaint and any inconvenience these may have
caused

12.12

C was unhappy that there was a considerable delay in a Direct Debit being activated
on the account by SP, despite assurances being provided. SP acknowledged that
there had been shortfalls in customer service due to a system error and proposed a
goodwill gesture, together with the resolution of the problem.

The Ombudsman considered that SP should maintain its offer of taking the
appropriate action on C’'s account and providing a goodwill payment.

12.13



Mobile Phone User — Failure to meet request for Cancellation.

The complainant requested cancellation of an account but the Service Provider failed
to carry out the request which resulted in further charges being applied to the
account and the complainant being troubled by debt collection activity. The
complainant, and a third party, sent many letters of complaint to the Service Provider
but the issue remained unresolved.

The Ombudsman commented that on the basis of the material provided by the
complainant, the Ombudsman was satisfied that the complainant had requested
cancellation of the contract and the Service Provider had failed to complete this. The
Ombudsman directed the Service Provider to backdate the cancellation date and
provide the appropriate refund to the complainant.

The Ombudsman also recognised that there had been shortfalls in customer service
arising from the handling of the complainants made by the complainant and the third
party, and to redress the inconvenience caused by this, the Ombudsman directed the
Service Provider to make a goodwill gesture to the complainant and the third party
and to send those letters of apology.

12.14

C was unhappy that considerable delays were in receiving a call service. Further
problems were encountered when C later decided to cancel the call service due to
repeated problems. SP agreed to provide C with a credit due to the inconvenience
caused.

The Ombudsman considered that the credits applied by SP were reasonable and it
was asked to provide an apology.

12.15

C requested specific telephone package from SP. C cancelled within seven day
cooling off period and therefore no termination charges should apply. SP applied
termination charges and C disputed this. C made attempts to resolve complaint but
SP failed to resolve matter in timely fashion.

Ombudsman conducted investigation. SP offered to make goodwill payment and
provide free line rental for 12 months. Ombudsman required SP to maintain its offer.

12.16

C was set up on an agreement which was disputed after charges were raised. SP
stated that the agreement was set up by a third party retailer. The Ombudsman
found that SP has no accountability for the agreement and that C must take this
issue up with Trading Standards. The Ombudsman found that C was not shown a
level of service normally expected.

The Ombudsman required SP to make a goodwill gesture credit against the
outstanding balance and send a letter of apology for the service shortfall highlighted
in the report.



12.17

C stated that a contract was taken out by SP despite the account having been
cancelled. SP indicated that having cancelled the original contract it made a
retention offer which was accepted and which leads to a new contract. C indicated
that bills had been received and was clearly aware of these. No contact was made to
challenge the contract until a promotional credit supplied by SP had run out. At that
time SP advised C to contact the police and to provide a crime reference number as
C was indicating that a crime had been committed. There was nothing to suggest
that this had ever been reported to the police. Further C was employed in the
financial industries and it was found that C would have been able to interpret bills and
realise that a new contract had been arranged. Nothing was provided to support the
claim made by C and it was found that the contract was valid.

No further steps were required of SP.

12.18

C has been charged for engineering work despite claim to have been told it would not
be charged for. C has also outlined various customer service issues. The SP
maintains C would have been made aware of potential charges prior to the engineers
visit.

The Ombudsman could see no reason why C should not be liable for the engineer’'s
charges. It required that the SP make a goodwill payment in recognition of customer
service issues; and send an apology for the difficulties outlined within the complaint
and any inconvenience these may have caused along with confirmation that the
above remedy has been implemented

12.19

C complained that SP should have prevented another SP from taking over C’'s
account without C’s permission. C also complained that SP did not respond to the
complaint.

SP apologised for not responding, but stated it had acted in accordance with its
procedures.

The Ombudsman required SP to provide an apology for shortfall in service levels and
in recognition provide a cheque payment.

12.20

C cancelled the service with SP. SP charged C an extra month. Despite accepting
this SP did not refund C as promised. C complained but no one took ownership of
C's complaint. C contacted Ombudsman. After the Ombudsman brought the
complaint to the attention of SP it contacted C and resolved the complaint. No
further action was required.



12.21

C took a contract with SP for a mobile phone but then defaulted on the contract due
to not being able to pay the bills. Services were suspended due to non payment and
C’s mother sought to pay the contract in order to bring it to an end. C’'s mother
objected to paying the Early Termination Fee when it was presented and complained.
It was found that SP was entitled to impose an Early Termination Fee when ending
the contract before it had ended as per the agreement.

SP was not required to take any further steps in this case.

12.22

SP provided a telephone line to C. C received a very large bill showing over 300 calls
to a Premium Rate Service number which had been repeatedly telephoned in the
early hours of the morning. C lived alone with a young child and disputed the calls as
they had been in bed. C telephoned SP and then wrote to complain. SP responded
stating that its systems could only connect calls and not dial them. C was unsatisfied
and made contact with external agencies for advice and information. The matter
became deadlocked.

The Ombudsman considered that under C’s agreement with SP all charges incurred
from C’s line and equipment was chargeable unless there had been a fault. SP
stated no fault had been found and C had not complained of other calls on the bill
being incorrect and so it was likely that SP was not at fault. C would remain
responsible for the charges and SP had acted responsibly in placing a PRS call bar
on the line to prevent further debt. C was advised to refer to the service provider and
the promoters of the service for possible refund. The Ombudsman was disappointed
that SP had not offered an extended repayment plan to C and so was to reduce the
bill by 25% as a gesture of goodwill for this failure. It was to stop any debt collection,
clear any charges for this and assure C that any adverse mark was removed pending
the offer of the repayment plan to allow payment over an extended period.

12.23

C says bills received contained incorrect call charges, duplicate rental charges and
payment processing fees. It was established one charge was incorrect and this was
refunded by SP on a later bill. SP says there were no faults on the line so the call
charges were maintained and C cancelled their Direct Debit which resulted in the
payment processing fees which should remain. C made a number of telephone calls
and sent letter which were not replied to. SP offered to waive the outstanding
amount on the account as a gesture of goodwill and also recommended it should
send a letter of apology for the shortfalls on the account. This was agreed with by
the Ombudsman.

12.24

C received restricted service on C's mobile from SP. C contacted SP and was
informed it was due to unpaid bill due to Direct Debit not collecting.

C disputed that C was informed prior to restricted service.



He requested a PAC and was charged a termination fee which C disputed as
believed that C had no contract and that SP had breached the contract and therefore
could not charge C with the early termination fee.

C said that C was unaware that SP had charged the fee until he checked credit file
several months later and there was a default notice.

The Ombudsman Service considered that there was contract in place as C had
agreed an initial contract several years ago and extended this when received
resigned credit instead of an upgrade to C’'s phone. Within the terms of conditions C
was informed that a termination fee would be charged. It noted that C was sent an e-
mail about the outstanding balance, before the restricted service and SP was not at
fault for C’s Direct Debit not collecting, which C accepted.

Furthermore, C was informed of the termination fee on several occasions by SP but
C chose to ignore the bill. It considered the default notice on the credit file was
placed fairly.

12.25

C was an existing business landline and broadband customer of SP. C’s broadband
became disconnected and then C received a notice of disconnection the following
day and reconnection for 10 days in advance. C complained to SP. C then contacted
SP to ask for a downgrade on the telephone service but this was disconnected
instead. As C was reliant on a continuous service for telephone and broadband as
the business involved the care of vulnerable people C lost confidence in SP and
transferred supplier. SP then raised early termination charges. In addition to this
early termination charges were applied to other accounts. C then claimed an offer
had been made and so although SP disputed this it agreed to honour this as full and
final settlement. C claimed to agree in principle.

The Ombudsman reviewed the copy correspondence and bills and discovered a
number of account references for the same telephone numbers. There had been
various charges applied for termination of services. As the initial error could not be
established and SP could not satisfy the Ombudsman C was responsible SP was to
clear all charges but the call charges on the basis that C had lost confidence in SP to
deliver a continuous service. It was recognised that SP could not guarantee a fault
free service but SP’s investigation into all the accounts was considered poor. SP had
also sent letters that were poorly timed and caused C time, expense and the stress of
worrying about vulnerable customers but there was no responsibility on SP’s part for
any third party. SP was to make the offer of a goodwill gesture again, write an
apology for the shortfall in customer service and cease the debt recovery action.

12.26

C moved to a new telephone service provider and assumed that the final account
balance would be cleared by Direct Debt. However, the Direct Debit had been
cancelled and additional charges were applied to the account as C had not paid. C
complained to the company on several occasions, but the matter remained
unresolved.



It was informally agreed that the company would clear the outstanding balance as a
gesture of goodwill due to the delay, ensure that the account was fully disconnected,
send C a goodwill payment by cheque and a letter of apology for the shortfall in
customer care

12.27

C transferred a telephone service from SP to another provider. SP confirmed
cancellation with a standard letter, which also advised that there would be a small
charge for the final bill. However, C then received a high bill which included charges
for broadband and cancellation fees. C complained to SP that had the final bill
amount been confirmed prior to transfer the request would have been cancelled. SP
agreed to remove the broadband charges but not the cancellation fees.

The Ombudsman noted that the letter sent by SP to C confirmed that the final bill
was estimated. However, the actual final bill was significantly higher than the
estimate and therefore the level of accuracy was unreasonable. While this was
considered to be a shortfall in customer service, the Ombudsman considered that C
also had a duty to check the contract with SP before entering into a new contract with
another provider. SP was required to issue an apology for the failure to provide an
accurate estimate of the final bill and to apply the credit previously offered for the
broadband charges. In addition, SP was required to apply a further credit equivalent
to half of the remaining cancellation fee in recognition of the joint responsibility of SP
and C for checking the remaining contract term and relevant termination fee.

12.28

Domestic Customer — Disputed charges

The complainant arranged a transfer of telephone services to another service
provider but did not request a cancellation of service from an existing provider. The
complainant was unhappy when the existing provider applied charges up to the point
of transfer, and with charges applied for a broadband service up to the expiry of a
cancellation request the complainant had made for that service.

The Ombudsman considered the complaint against the Terms and Conditions of the
service agreement and was satisfied that the charges had been properly applied.
The complainant had not requested a cancellation of the telephone services and was
responsible for charges up to the point of transfer. It was also appropriate for the
service provider to apply charges for the broadband cancellation notice period.

While the Ombudsman was satisfied that the charges had been correctly applied and
the complainant was responsible for them the Ombudsman commented that there
had been some shortfalls in customer service arising from correspondence the
complainant had sent to the service provider and to redress this the Ombudsman
directed the service provider to make a small goodwill gesture to the complainant.

12.29

C contacted SP to enquire about a phone line connection. SP advised that it would
have to send an engineer to C’s property to check the status of the line.



Subsequently, SP issued C with a bill for a new account. C advised that this was
incorrect and the account should be closed. SP then sent a revised bill with a
cancellation fee. C continued to complain that this was incorrect.

The Ombudsman directed that SP should write a letter of apology for the shortfall in
customer service and confirm that C's account had been cancelled with no charges
outstanding. The Ombudsman further directed that SP should make a goodwill
payment.

12.30

C was unhappy that the service he agreed had not been provided with. SP reviewed
the sales calls and maintained C was informed of the charges relating to the sale.

The Ombudsman considered that the SP had displayed shortfalls in customer service
as C had been inconvenienced and the complaint had not been handled
appropriately, so therefore requested that the SP provide C with a goodwill payment.

12.31

C took out broadband with the SP but then requested cancellation of the service
within the cooling off period, which the SP confirmed had been actioned. C however
was billed for the service and raised concerns as to this to the SP. However,
charges continued to be applied. C did not pay the bill in light of this and service was
disconnected. The C again complained and the outstanding balance was removed
but service remained disconnected.

The Ombudsman considered that there had been a shortfall in customer service and
required the SP to send a full letter of apology with regard to this. The Ombudsman
also required a goodwill payment in recognition of the inconvenience caused and for
the service to be reconnected free of charge.

12.32

C states that SP has charged for connection when moving house when a line was
already present and not confirmed that a Direct Debit and Caller ID are in place.

SP states that a shortfall in customer service may have occurred in respect of
confirmation of Direct Debit and Caller ID. SP confirms that the installation charge is
correct.

The Ombudsman requires SP to provide a written apology for the shortfall identified,
contact C to confirm the position with respect to the Direct Debit instruction and
Caller ID, and provide a goodwill payment.

12.33

C says that SP chased for payment on an amount already paid. SP did not reply to
the Ombudsman. The Ombudsman found that SP owed C and that C had been
chased incorrectly for an amount already paid.



The Ombudsman required SP to make a goodwill gesture payment which includes
the refund due, goodwill for the poor management of the complaint, ensure that no
adverse data has been sent to any credit reference agencies as a result of this
episode and send a letter of apology for the service shortfalls highlighted in the
report.

12.34

C incurred high charges on a bill as a result of internet browsing and complained to
SP that C had never knowingly access that service. However, SP maintained the
charges and then cancelled the account for non-payment, adding a termination fee.
C complained to SP again but the matter reached deadlock.

SP explained to the investigation that the charges which had been incurred were
received from the network and matched the information on C's account, such as the
SIM and IMEI numbers. It was also noted that C had previously indicated that
another person could have used C’s handset. In full consideration, the investigation
was satisfied that the charges were incurred validly and was also satisfied that SP’s
offer of resolution, which was to apply a goodwill gesture to the outstanding balance,
was more than reasonable recompense. Therefore, this offer was maintained.

12.35

C raised concerns regarding overpayments on account and late charge fees.

Ombudsman required SP to conduct investigation and review payments on account
as to whether it had correctly applied late payment fees on C’'s account

12.36

C noticed SP had placed information onto C’s credit file as a result of an outstanding
debt from a contract C had had with SP some years before. C maintained that C had
cancelled the contract and that C was not made aware of the default notice at any
stage.

From the limited information provided, it was considered that the information SP had
placed on C’s credit file was accurate and, therefore, it was obliged to have taken this
action. There was no conclusive evidence to say whether C did cancel the contract
or that SP was made aware of the cancellation. What was clear was that C had
previously defaulted on several payments during the contract. Nevertheless, as C
had since settled the outstanding amount, it was proposed for SP to ensure the
information was now updated to reflect this.

12.37

C states that SP has been taking money from C’s account relating to a service C did
not ask for. SP says it has no record of C being charged. C did not offer any
evidence to show that SP had been taking the money.



Ombudsman required SP to carry out investigation if C provided documented proof
that it had been taking the money, if investigation revealed it had incorrectly charged
C then refund all monies owed.

12.38

C cancelled their account and some time later they discovered the SP had registered
a default on their credit file. C requested the default to be removed. The SP
explained that C had cancelled their contract within the minimum term and the final
bill was still outstanding which included a termination fee. C experienced a poor level
of customer service.

The Ombudsman was of the opinion that C should remain responsible for the
account balance and the default was a true reflection of their payment history.
However, the Ombudsman considered a shortfall in customer service had occurred.
The SP was required to make a goodwill payment and write a letter of apology.

12.39

C received a bill which contained a call that C states was not made. The call was to
a premium rate number. C complained to SP. SP investigated the billing data and
confirmed that the call had originated from C’s telephone line. The Ombudsman
found that the evidence suggested that the call had been made from C's telephone
and if it was not C who made the call, it had to have been someone who had access
to C's premises. No further action was required from SP.

12.40

C received a bill with a surcharge for not DD payment. C maintains that payment
should have been made by DD. SP states no DD agreement was in place but a
regular card deduction from a card that expired. SP also states that as a gesture of
goodwill the disputed charges have been waived.

The Ombudsman requested that the SP reiterate that a credit has been applied to
clear the late payment and administration chares and that the current balance on the
account is £0; confirm no further collection calls will be made for this account; and
send an apology for the difficulties outlined within the complaint and any
inconvenience these may have caused

12.41

C discovered that the telephone service was disconnected by SP, but stated that this
was due to a system error. However, SP said that this was due to non payment of
the account as a debt had accrued. C requested that the service be reconnected
and although this was done, a new account was created and C was provided with a
new number. C contacted SP on several occasions by telephone and sent letters of
complaint, including claims for business losses. However, SP failed to reply and the
account was sent to a debt collection agency.



The Ombudsman concluded that C had received a poor customer service from SP,
but as C had a residential line, no claim for business losses would be considered.
However, SP was required to provide C with a written apology, response to C’'s
complaint and a statement for the old account. The company was also required to
clear the balance owed on the old account and ensure that it was fully disconnected
showing a zero balance.

12.42

C was charged termination fees on an account. C said the account had been
cancelled within the cooling off period. SP had no record of cancellation.

The Ombudsman recommended no further action be taken.

12.43

C received a bill from SP and disputed charges. C complained and SP agreed to
place a hold on the account but took payment regardless. The C and SP agreed a
resolution prior to investigation.

12.44

C took out broadband service, however, the SP continued to bill for dial-up. C
complained regarding this matter and was assured that the charges would be
refunded, however, this did not take place. The Ombudsman required the SP to
confirm in writing that the charges had been refunded. The SP was also required to
send a full letter of apology with regard to the shortfall in customer service and to
make a goodwill payment in recognition of the inconvenience caused.

12.45

C purchased a contract from the SP, along with an internet bolt on. The SP failed to
advise that the bolt-on would not commence immediately, causing C to incur internet
charges. SP accepted its error in this regard and offered to refund to internet
charges and to make a goodwill payment. The Ombudsman considered this offer to
be fair and reasonable and required the same, along with a full letter of apology with
regard to the shortfall in customer service.

12.46

C purchased an insurance policy for their phone via SP. C found out some months
later the insurance policy was not in place. C has written a number of letters in an
attempt to resolve this matter. SP advises it has offered to refund the cost of the
insurance policy.

The Ombudsman found there had been a delay in responding to C which was
considered a shortfall in service. SP was required to refund the cost of the policy
which C had paid for and had not been implemented; provide an apology for the
shortfall in customer service and award a gesture of goodwill in recognition of this.



12.47

C discovered their telephone service had been transferred against their wishes. C

contacted the new SP which cancelled the charges. However, when C transferred
back to their old provider the SP then sent C a large bill which included termination
charges. C was offered a goodwill gesture but refused it as they anted more.

The Ombudsman decided that C had suffered several shortfalls in customer service.
The SP admitted the final bill should never have been produced. The SP was
required to maintain its offer which was considered to be fair and reasonable as it
had also written off the cost of the calls C had made whilst with it.

12.48

C disputes calls made but SP have investigated and maintain all are correct. C also
claims various shortfalls in customer service.

The Ombudsman requested that the SP send confirmation of the actions it has taken
to investigate the disputed charges along with the outcome of that investigation;
provide an itemised bill for the period in question; make a goodwill gesture in
recognition of customer service issues; and send an apology for the difficulties
outlined within the complaint and any inconvenience these may have caused

12.49

C disputes SP’s charge for an engineer’s call out. SP maintains that no fault was
found and C is responsible for the charges. SP took two months to contact the third
party engineer to check the information supplied and then maintained the charges. C
complained to SP and it agreed to investigate and contact C, SP failed to contact C
on a number of occasions.

The Ombudsman requires SP to send a written letter of apology; to explain the action

taken by the engineer and to make a goodwill payment.

12.50

C was unhappy that a Direct Debit was not set up correctly resulting in the service
being disconnected in error. SP did not respond to the complaint.

The Ombudsman considered SP had demonstrated shortfalls in customer service
with the management of the account and also with the handling of the complaint. SP
were requested to provide a goodwill gesture and apology.

12.51

C called SP regarding the cost of international calls. C advised they accepted a
change to their monthly tariff but no mention was made to a change of contract. C
advised they lost telephone and broadband service and so contacted SP. SP



explained this was because it had received a request to transfer C's service from
another supplier. SP reconnected service but charged C a termination fee for their
broadband account. C made numerous calls to resolve without success.

SP informed the Ombudsman it had resolved the matter with C after a request for a
case file had been issued. The Ombudsman write to C to confirm this was also their
understanding.

12.52

C paid their bill by cheque and was surprised to receive a reminder bill and later a
debt recovery letter. C sent a number of letters to SP and provided proof of payment
but C did not receive a response to the correspondence so questioned the reliability
of payments in the future. SP says the cheque was completed incorrectly so was not
allocated to the account correctly. SP has offered to resolve the complaint informally
by sending a letter of apology for any distress and inconvenience caused as well as a
goodwill payment in recognition of this.

12.53

C set up a Direct Debit with an SP. However, the SP charged C a payment
processing fee. The SP then forgot to credit some of the charge back to C and it also
sent a confusing invoice to C. The SP also credited a further amount to C by
mistake.

The Ombudsman decided that the SP had confused itself and C with its billing. It
was required to maintain the credit made in error and to provide a further gesture of
goodwill.

12.54

C transferred a landline to SP and requested broadband. SP was unable to connect
C to broadband. SP charges a connection and disconnection fee which C disputed.
SP refunded the connection and disconnection charges and refunded the call
charges.

The Ombudsman recommended SP confirm in writing that C’s credit file has not
been affected.

12.55

C says the phone line was faulty and contacted SP. An engineer investigated and
carried out some work on the junction box outside the house. The engineer found
that the wires were corroded and replaced them. To ensure the job was complete
the engineer decided to also replace the wire from the junction box to the socket
inside the house. C asked the engineer if there would be a charge for the work. The
engineer advised that there would not be a charge as the fault was external.



C then received a bill for the repair. C rang SP to query the charge. C’s telephone
line was then disconnected. C received a letter threatening to take legal action if the
bill was not paid.

The Ombudsman recommended that SP offer a payment plan to C to discharge the
outstanding bill, once the payment plan has been set up, SP should reinstate C’'s
telephone service and pay to C a sum as a gesture of goodwill to recognise the
shortfall in customer service experienced

12.56

C complained that Sp had insisted on payment of an early termination fee even
though C claimed to have cancelled the contract because of repeated and continuing
problems with the service provided. C claimed that the initial transfer had not been
intended or agreed, that SP had been slow to fix reported faults, that staff had been
unhelpful and that requests to be allowed to cancel without penalty had been
ignored. C wanted SP to cease any debt recovery action and to apologise for the
service issues. SP claimed that C had agreed the transfer that all faults had been
dealt with in accordance with the agreement, that its advisers had explained the
implications of an early termination and that it had offered C a discount on the early
termination fee to try to resolve the complaint, which it said it was willing to reinstate.

The Ombudsman decided that SP had acted appropriately throughout and required
SP to reinstate its earlier offer of settlement, which she considered was a reasonable
one in the circumstances.

12.57

C questioned international call charges on the telephone bill from SP. SP advised
the charges had been incurred as the call had been connected through the operator
of another service provider and therefore was carried outside of SP’s network. SP
maintained the call charges. C disputed the amount and complained to Otelo.

The Ombudsman accepted that C had routed the call through another service
provider and was responsible for the call charges on the account. SP had offered a
goodwill credit in recognition of the confusion caused and this was considered
reasonable.

12.58

C complained to SP that C had been overcharged as C was being charged on a ‘per
minute’ basis when C believed this should have been on a ‘per second’ basis. C
complained to SP about this but received no response.

SP provided no case file for investigation but C had also failed to provide the relevant
Terms & Conditions or billing in which to make an informed decision. Therefore, it
was proposed for SP to now investigate the overcharging claim and make any
refunds as appropriate. In relation to SP’s clear lack of response to C’s complaint, it
was proposed for it to apply a goodwill credit to C’s account and also provide C with
an apology.



12.59

C’s line was disconnected without notice. SP apologised for this and proposed to
apply a credit to the account as a goodwill gesture.

The Ombudsman required SP to provide an apology for the shortfall in service levels
and in recognition apply a goodwill gesture; to apply the promised credit/refund; and
to provide assurance that no adverse information has been recorded against C's
credit file in relation to matters raised in the complaint and if any had it had now been
removed or amended.

12.60

Before C moved to a new property, C contacted the energy company to pay the final
bill over the phone. However, the company failed to cancel the account and C
started to receive further bills. C complained to the company on many occasions, but
the account was not revised.

It was informally agreed that the company would send C a letter of apology for any
delay and shortfall in customer care, send a goodwill payment as a gesture of
goodwill and

Ensure that C received a revised bill showing a zero balance and confirmation that
the account had been closed.

12.61

C cancelled their line and broadband account with an SP during the cancellation
period. However, the SP continued to charge them for broadband.

The SP agreed to compensate C and credited the account with the broadband

charges. C was also sent a breakdown of the account showing the credits and a
letter of apology.

12.62

C disputed calls on C’s telephone bill and made a complaint but SP did not respond
to C’s letters of complaint. The SP maintained the disputed charges but offered to
make a goodwill payment and written apology to C for the lack of response to the
complaint.

The Ombudsman considered that the SP’s offer was reasonable and required it to

make a goodwill payment and written apology to C, in line with its offer

12.63

C had a dispute with his calls on his bill; he requested a statement of calls from SP

SP failed to provide the statement of calls in a reasonable timescale has not re-
connected line and failed to respond to letters.



The Ombudsman considered that the SP has failed to deal with C’s problems and
requires SP to re-connect line and send a letter of apology along with a goodwill
gesture for its shortfall in customer service.

12.64

PICC CASE

12.65

C called to cancel a broadband service but SP issued a Migration Authority Code
instead. As this was not used the account remained live and C was left with the
impression that the account could not be cancelled. It was considered poor customer
service that SP never took steps to clarify matters with C.

SP was required to provide a letter of apology in respect of the poor customer service
that was experienced, to refund all charges collected for broadband after the
standard notice period (30 days) had been served after cancellation was first
requested. This refund was then be accounted for, to reprovide a credit of that had
been reversed and to provide a goodwill gesture to reflect numerous instances of
poor customer service.

12.66

C complained that they never received a contract or verbal confirmation that if they
left SP they would incur a termination charge. C received the final bill and reminders
with time to pay. However, C then received a bailiff’s letter. SP refunded the
cancellation charge and made an additional goodwill payment in recognition of the
shortfall in customer service and the time taken to resolve the complaint.

12.67

C noticed they were making payments to SP when they checked their bank account
statements. C contacted SP and advised they were unaware that they had an
account with it. C wanted to know why this was the case and what they were being
charged for. SP wrote to explain the dates the service was provided between and
offered to investigate the matter further if C could provide documentation to show
they were with another provider during this time.

SP did not provide the Ombudsman with a case file or supporting documents. In
review the Ombudsman required the SP to apologise in writing and apply a goodwill
credit. In addition, to maintain its offer to investigate the account and consider a
credit or refund if C provides the required documentation.

12.68

C requested connection of telephone service from the SP. Upon receiving a bill, C
noticed that charges had been raised relating to complex provision, even though only
a standard connection charge had been quoted. C complained to the SP, however,



was advised that the charges were correct. C further complained and an
investigation was ongoing at the time of investigation. The SP advised that the
charges should not have been applied and therefore the Ombudsman required a
refund of the same, along with a full letter of apology for the shortfall in customer
service and a goodwill payment for the inconvenience caused to C.

12.69

C received a bill for work conducted at their home from the SP. C disputes this bill.
C was cut off for non payment of these charges. C paid charges under protest in
order to be reconnected.

The Ombudsman noted that the SP had previously offered to refund the charges and
therefore required the SP to reinstate this offer. The SP was required to provide C
with details of the investigation into the complaint. In addition the SP was required to
send a written apology for the level of customer service and any inconvenience
caused and as make a goodwill payment.

12.70

C was an existing mobile telephone customer of SP. C contacted SP regarding a
new agreement and a package was agreed by telephone for an 18 month contract
with cash back which reduced the price to a quarter by completion. C asked for
confirmation in writing and details of how to apply for the cash back and this was to
be sent in 7 working days. This was never received and then C complained that the
new plan was not being applied and the allowance was less than agreed. SP’s
advisors notified C it wasn’t and then this was implemented some months later. C
also stated that it was agreed the additional charges previously applied would be
refunded. There was a further issue with an insurance payment and although SP
stated this had been agreed some 18 months earlier it refunded all the payments as
a gesture of goodwill.

The Ombudsman was supplied with audio recordings which confirmed the
allowances and these were correct. SP had stated to C the new plan was being
implemented and it was to review this ensuring this was applied from the
commencement date agreed with the advisor. SP was to send details of how to claim
the cash back and a summary of the agreement plan and the first cash back amount
was to be sent as a cheque as C may have not been able to comply with the claim
procedure due to the timing of the complaint. In addition SP’s advisors had shown a
shortfall in customer service and it was to apply a further goodwill credit and write an
apology to C. The additional charges from the commencement of the new plan were
to be credited on the basis that when SP’s advisor reviewed usage he confirmed it
would be adequate and so clearly the additional would not be needed.

12.71

C cancels account with SP. SP only cancels broadband part of account. C is
unaware they continue to incur charges. C receives correspondence regarding
broadband in the name of another customer some time later. C queries this with SP.
C receives debt collection correspondence regarding unpaid account. C disputes
this with SP. SP advises complaint protracted and complex and offers to clear



account and apologise. C advises they want a refund of all charges they have paid
following original cancellation. C requested SP explain the confusion regarding why
they received letters from it in another customers name.

The Ombudsman required SP to: maintain its offer to clear and close C's account;
review C’s account in question and refund any charges they incurred following the
date of cancellation; ensure C is not responsible for the account in question; ensure
follow up cancelled; apologise to C for shortfall in customer service; and explain the
confusion concerning the third party.

12.72

C had been provided with telephone and broadband services by SP but closed the
business account on preparing to move house and close the business. C moved and
set up a residential account as SP stated it could not convert the existing one from a
business account. C then received bills for a further 3 months for the full services
and continued to receive bills for the business for broadband. These bills were sent
to the business address. C complained by telephone each month and wrote a
number of letters. In response C received notification of a date of closure for the
business account services. As C continued to receive bills at the old address for the
business the matter was referred to the Ombudsman.

SP did not provide a case file for consideration but the Ombudsman reviewed the
bills and supporting documents provided by C and considered that SP would only be
entitled to charge C, as a business in accordance with any agreement. It was noted
that the continuing service was provided under a two year plan and C may have
terminated within his period. On that basis SP would be entitled to charge C any
applicable early termination fees. SP was to explain any charges that were
maintained and refund all charges raised in contravention. It was to make a written
apology for the failure to act and respond to the complaint and make a goodwill
payment direct to C in recognition of the time, inconvenience and expense incurred.
SP was also to ensure any debt recovery action was stopped and clear any adverse
credit history for C and family.

12.73

C cancelled their service with SP. SP refunded C for over payments they made on
their account but accompanied this with a bill for equipment C advised they owned.

C wrote to SP and called it in an attempt to resolve the matter. As a result of SP’s
payment recovery process C paid the bill. SP produced a case file acknowledging its
errors and offering to refund C and apologise. C requested the refund, an apology,
compensation and confirmation their credit file had not been affected.

The Ombudsman required SP to: maintain its offer of a refund; confirm any negative

impact that may have been made to C’s credit file has been removed; make a
goodwill payment by cheque; apologise to C for shortfall in customer service.

12.74

C contacted SP and requested it cancel one their service and question SP’s non
direct debit administrative charge. SP responded to C’s billing query but did not



cancel their service. C contacted SP by phone and in writing to resolve the matter.
SP did cancel service but in the meantime C incurred charges. SP provided a case
file which acknowledged its errors and apologised. Sp offered a refund of C's
charges post their original request to cancel.

The Ombudsman required SP to: maintain its offer of a refund; make a goodwill
payment; apologise to C for shortfall in customer service.

12.75

C disputed international call charges. The SP carried out an investigation and
confirmed that no fault had occurred. C continued to dispute the charges. The SP
suggested the disputed calls related to an internet rogue dialler. C experienced a
poor level of customer service.

The Ombudsman was of the opinion that the calls were probably generated by C's
computer equipment. However C was ultimately responsible for calls generated by
their equipment. Nevertheless, the Ombudsman was of the opinion a shortfall in
customer service had occurred and the SP was required to make a goodwill payment
and write a letter of apology.

12.76

C asked SP to connect a telephone line and disputed the installation charge. SP
maintained the charge but advised that it had already been credited to the account in
error. The Ombudsman found no basis for the charge to be cleared but as it had
been credited that it should be maintained. The Ombudsman required SP to offer a
goodwill gesture credit for a shortfall in customer service.

The Ombudsman required SP to make a goodwill gesture credit against the
outstanding balance for the poor reply to the complaint and goodwill and send a letter
of apology for the service shortfalls highlighted in the provisional report.

12.77

C complained that despite canceling part of their service SP continued to charge
them for it. C complained for several months without being able to settle the issue.
SP accepted the complaint was not handled well and remained unresolved. SP
stated it had applied some credits to account, but they did not cover all those taken.
It subsequently offered to take remedial action to resolve C's issues.

This was considered appropriate by the Ombudsman. SP was required to ensure all
relevant charges were refunded; that no further charges appeared on future bills;
provide a letter of apology for the inconvenience caused; and provide a goodwill
credit in recognition of the poor service.

12.78

C thought account with SP was cancelled. Some weeks later C realised account had
not been closed and C was still being charged for the service.



Ombudsman found that C had received poor customer service. SP had not
responded to C’s complaint in a satisfactory manner. SP was also required to make
a goodwill payment and also refund all relevant charges.

12.79

C had a new line installed and requested for the installation fee to be spread.
However, C incurred the fee on one bill. The SP stated it had no record of C's
request to spread the fee. C experienced a poor level of customer service. The SP
made a goodwill offer.

The Ombudsman considered the SP had failed to action C’s request to spread the
installation fee. The Ombudsman considered a shortfall in customer service had
occurred but found the SP’s goodwill offer to be reasonable. The SP was required to
fulfill its goodwill offer and write a letter of apology.

12.80

C says that SP advised that the connection charge should be reduced as a
promotion to joining the service. C was subsequently charged for the full amount and
had a service restriction. SP stated that it could not offer a reason as to what had
happened with the case and offered to investigate. The Ombudsman found that SP
had not shown C a level of service normally expected and had not managed the
complaint efficiently. These were service shortfalls.

The Ombudsman required SP to investigate C’s account (as a matter or urgency)
and send C the findings, credit the full cost of the connection charge, or refund if
already paid, make a goodwill gesture payment for the poor way the complaint has
been handled and goodwill and send a letter of apology for the service shortfalls
highlighted in the report.

12.81

C disputed the introduction of a standard charge for non Direct Debit payment. SP
stated that the charge was a commercial decision but offered a goodwill gesture for
the poor reply to contacts made. The Ombudsman accepted that no comment could
be made with regards to the introduction of the charge. However, C was not shown a
level of service normally expected and was inconvenienced with regards to contacts
made.

The Ombudsman required SP to make a goodwill gesture payment, by cheque and
send a letter of apology for the service shortfalls highlighted in the report.

12.82

C's husband passed away and the mobile phone company was informed. However,
the company kept pursuing C for payment even though it was a particularly difficult
time for C. C's son complained to the company on several occasions, but nothing
was resolved.



It was informally agreed that the company would send C a refund and goodwiill
payment by cheque, clear the balance owing on the account and send C a bunch of
flowers and a letter of apology for the shortfall in customer care and any stress and
inconvenience caused.

12.83

C received a bill which included engineer’s charges. C requested a breakdown of the
charges but did not receive a breakdown for some time after. Upon receiving the
breakdown C paid the disputed amount but complained of the service received. Inits
response to Otelo, the SP offered to reduce the engineer’s charge and make a
goodwill payment. The Ombudsman required SP to maintain its offer.

12.84

C states that SP applied a connection charge in error, and has not provided a
response to the complaint.

SP says that a credit has been applied to C’s account to remove the final balance in
full.

The Ombudsman requires SP to provide a full written apology and explanation, in
addition to a goodwill payment.

12.85

C disputed International roaming charges raised by SP. SP maintained the charges
as correct. The Ombudsman found that the increase in charge was raised when C
was charged by the foreign network when entering the country and that SP had billed
correctly. The Ombudsman was satisfied that SP had advised C correctly and that
there was no shortfall in service levels.

The Ombudsman required no further action from SP in this case.

12.86

C contacted SP to dispute a charge on their bill. The charge was for a service which
was free with C’s package. SP deleted the service but did not deal with C’'s
complaint. SP later refunded one of the incorrect charges. C contacted SP by phone
and in writing to resolve the matter. SP provided a case file which acknowledged its
errors and apologised. SP offered a refund of C’s remaining charge in dispute.

The Ombudsman required SP to: maintain its offer to refund the remaining charge in
guestion; make a goodwill payment; apologise to C for shortfall in customer service.

12.87



C disputed charges made to Premium Rate Service (PRS) and O87 numbers. SP
investigated and maintained charges. C complained again and SP undertook a
detailed investigation identifying that the calls related to TV reality or game shows
and that there were no line faults. SP maintained the call charges. SP supplied no
casefile.

12.88

C disputed charges raised by SP and complained regarding a failed broadband
service. SP advised that it did not offer a broadband service to C and stated that
charges were raised as C had failed to make payment and cancelled the agreement
within the minimum contract period. The Ombudsman found that once C enters into
an agreement with any service provider, normally C will be entering into a minimum
term agreement. If C cancels within the minimum period then the company will
normally apply penalty charges as SP has done so in his case.

The Ombudsman required SP to send C a letter of apology for any inconvenience
caused.

12.89

C had decided to switch to another provider so had cancelled a Direct Debit payment
and offered to settle the final bill by cheque. C claimed that the final bill produced by
SP had included calls charged at the wrong rate and a cancellation fee. C had
refused to settle the account until a corrected bill was produced. SP had insisted that
the call charges and cancellation fee were in line with the agreement with C but had
offered to accept a lower figure to resolve the complaint. C had refused the offer and
wanted the call charges reduced and cancellation fee waived.

The Ombudsman found that the charges levied by SP were in line with its agreement
with C. The Ombudsman considered that the offer made to resolve the matter had
been reasonable and required SP to write to C reinstating it.

13.0 Equipment

13.1

C had difficulties with handset provided by SP. SP has agreed an acceptable
outcome with C prior to Otelo's investigation.

13.2

C bought a handset and could not get decent coverage in the local area. SP offered
penalty free cancellation but would not offer the cost of the handset as C claimed.
The Ombudsman found that C had the opportunity to cancel the service within the
cooling off period but failed to take advantage of that. The Ombudsman was
satisfied that the proposal made by SP was reasonable in the circumstances.



The Ombudsman required SP to offer penalty free cancellation and send a letter of
apology for the way the complaint was handled.

13.3

During some work on C’s property SP’s equipment was damaged and a telephone
line needed reconnecting. SP notified it may raise charges if it was not at fault. The
work was completed with reconnection and rerouting of the line as SP could not use
the existing equipment as it was on a replacement programme. C complained stating
a complaint had been raised some 4 years previously regarding replacement of the
equipment. SP maintained the charges for a site visit and an engineer’s hourly rate.
The matter continued and C began to receive debt recovery letters. C liaised with
the debt recovery agent’s and SP but the action continued.

The Ombudsman considered that as the disconnection was not the fault of SP it was
right to raise reconnection charges. However C could not be charged the time over
and above that which would be spent on a simple reconnection. It was unreasonable
to penalise C where the reconnection could not take place normally due to the state
of SP’s equipment. SP was to stop the debt recovery action and assure C any credit
history had not suffered. SP had offered to apologise and make a goodwill payment
for not dealing in a timely and efficient manner and it was agreed this was
appropriate although the amount was increased slightly to reflect the fact that
litigation letters had caused added distress. The equipment was to be removed if
unsafe or added to a removal list for obsolete equipment.

13.4

C attempted to purchase a new telephone set up for their home. Unfortunately, C
kept receiving systems that were unsuitable or did not work properly. C returned
these but did not receive a refund for the returned goods.

The Ombudsman decided that the SP had accepted that the goods had been
returned as it had attempted to credit C's account. However, C did not receive this
credit. However, C had returned a value of goods greater than the amount that the
SP was due to credit. The SP was required to provide an apology and to increase
the credit. It also had to provide a goodwill gesture.

13.5

C agreed to a mobile phone contract on the basis that the signal in C's area was
high. However, C found the coverage to be poor and complained to the company on
many occasions. C requested the cancellation of the contract, but it was maintained.

It was informally agreed that the company would cancel the contract, clear any
balance owing, ensure that the account was fully disconnected, amend any adverse
information entered onto C's credit files, provide a refund of some payments and
send you a letter of apology for any shortfall in customer care.

13.6



SP agreed to provide an extension socket free of charge and for this to also be fitted
free of charge.

C has accepted this offer.

Case closed as PICC

13.7

C had difficulties with voicemail. C contacted the SP and various actions were taken
but the problem persisted. The SP identified the problem was with the handset not
the network and suggested C took the handset back to the supplier. C required
compensation.

The Ombudsman could see no reason why C should receive compensation. The SP
was requested to send a written apology for the level of customer service; and make
a goodwill payment in recognition of customer service issues.

14.0 Faults (Equipment)

14.1

C contacted SP to advise it that C had returned to the property after weeks away. C
asked to have the line re-connected. SP told C the cost and that it would take approx
five weeks.

After the new line was installed, an engineer came to C’'s home. C then tried to log
on to the internet but was not able to. C was advised that a fault had been detected,
which related to the equipment. An engineer then called and said C would have to
get an electrician to look at the box. C was then told that the problem was with the
internal equipment.

The Ombudsman recommended SP provides a breakdown of the credit and confirm
in writing when the credit was applied to the account; provides a breakdown of all
broadband charges from the start of the contract to the date of termination. SP
should refund all charges in respect of the broadband line rental. If SP has already
provided a credit in respect of any of these charges, it should confirm the amount and
date of any credits made and pay a sum to recognise the shortfall in customer
service experienced.

14.2

C began to have problems with the mobile phone and contacted the company to
complain. The handset was repaired more than once, but the problems were
ongoing and C requested to cancel the contract.

It was informally agreed that the company would cancel C's contract early without
applying any cessation fees, provide C with a PAC code, and send C a pre-paid



envelope to return the handset, a goodwill payment by cheque and a letter of apology
for the shortfall in customer care.

14.3

C moved to a new property, but found that the mobile internet service would not
work. C spoke to the company on several occasions to complain and for technical
advice, but the problem remained unresolved.

It was informally agreed that the company would cancel C's contract early without
penalty, refund all payments from the date that C first reported the fault, and send a
further goodwill payment by cheque and a letter of apology for the shortfall in
customer care.

14.4

C requested 1571 service is applied to the line. However, this caused C'’s fax to stop
working. The SP investigated and found no fault with the line. C also stated an
engineer appointment was made but the engineer failed to attend.

The Ombudsman requested that the SP make a goodwill gesture in relation to lost
time and inconvenience caused by the engineer failing to attend; and send an
apology for the difficulties outlined within the complaint and any inconvenience these
may have caused

14.5

C agreed to enter into a contract after being contacted by a third party retailer. When
C received the handset, C realised that it was second hand and that the network
coverage was poor. C took advice from Trading Standards and was told that the
contract could be cancelled as C was within the cancellation period. C contacted SP
and the third party retailer. C was told by SP to return the handset but was given an
incorrect address. SP gave C advice about what would happen when the account
was cancelled and C believed that SP had cancelled it. SP said it had only advised
as to what would happen when the account was cancelled but never agreed to
cancel it. Having read SP’s account notes, the Ombudsman could see why C
believed SP had cancelled the account. The Ombudsman found that it would have
been good customer service for SP to contact the third party retailer but that it failed
to do so. This amounted to poor customer service as did giving C an incorrect
address to return the handset to. The Ombudsman required SP to allow C to cancel
without penalty and to write to C apologising for the poor level of customer service
received. The Ombudsman also required SP to pay a small sum as a goodwill
gesture to reflect this and to cover C’s expenses in bringing this matter to a
resolution.

14.6

C moved house and requested service at the new address. SP connected service
and charged a connection fee. C noticed a fault with the main socket in the house
which meant C could not make calls. C contacted SP and requested an engineer.



SP charged an engineer call out charge. C disputed the charge as C states the first
engineer should have identified the fault with the line.

The Ombudsman found that the charge raised by the SP was legitimate. This is
because the fault was due to C’'s own equipment which is not the responsibility of the
SP. Customer service shortfalls were identified and the SP offered to make a written
apology and goodwill payment. Ombudsman required SP to maintain its offer.

14.7

C took out a mobile contract with SP but later claimed the handset did not work and
did not feel C should be liable for line rental.

The Ombudsman considered that there was no evidence that C had reported the
fault to SP when claimed and was satisfied that C had made use of service
throughout. It required no further action from SP in this case.

14.8

C had fault with line. SP sent engineer who repaired fault. C was charged for the
engineer's visit. C disputed this as C argued that C had not been informed of
charges. SP maintained charges. After the Ombudsman brought the case to the
attention of SP, it agreed to clear charges. No further action required.

14.9

SP provided inappropriate advice to C and subsequently installed inappropriate
equipment. The work on the property resulted in all telephone lines being
disconnected for a time. It took SP about nine months to put things right. The
Ombudsman found that this was too long and required SP to apologise. During this
time, C had telephoned SP on a number of occasions and written several letters. SP
had responded to C’s letters and the Ombudsman did not find SP at fault in this
respect. SP had refunded all of C’s out of pocket expenses but it had done so over a
period of time and explained the credits in a number of letters. This could have
resulted in confusion so the Ombudsman required SP to write detailing all debits and
credits that had been applied to C’'s account. SP had offered C a generous sum as a
goodwill payment to reflect the stress that had been caused. The Ombudsman did
not require SP to increase its offer.

14.10

C took out a contract with the SP. C experienced numerous problems with the
handset. The SP offered to replace C’'s handset with a more superior model but C
refused. C requested to cancel their contract. The SP also offers a goodwill gesture
which C declined.

The Ombudsman considered that a superior handset would eradicate any network
issues C experienced. Therefore they required the SP to upgrade the handset but if
C still experienced problems SP was to cancel the contract without penalty. The
Ombudsman also awarded a gesture of goodwill in recognition of the customer



service issues C had experienced. The SP was also required to write a letter of
apology.

14.11

C's mobile phone developed a fault. C reported the problem to SP. SP tried to
collect the phone, but the courier company it sent failed to find the address. C
therefore asked SP to cancel the contract. SP refused, stating that further attempts
to repair the handset would be made. C complained to Otelo.

The Ombudsman accepted that SP had some responsibility for the problems. It was
felt that SP could have been more helpful when C contacted SP to report the
problems. However, it was also considered that SP should not be held responsible
for the courier's failure to collect the handset, and C could have done more to
arrange the collection of the handset. SP was required to make a goodwill payment
to C to recognise its contribution to the problems, but was not required to cancel the
contract, as C wanted. SP also arranged for an envelope to be sent to C in order to
send the handset for repair.

14.12

C commenced a mobile telephone contract with SP and a handset was provided. C
complained after a couple of weeks that calls were being dropped and there was
difficulty in hearing the other caller. SP arranged for the phone to be repaired and an
update of the handset software was necessary. C received the phone back but
continued to experience the same problems and so contacted customer service. C
was advised that a handset exchange could take place with a limited choice of free
handsets or upgrades at a cost to C. C refused the offer and SP also offered an
upgraded tariff at a small cost. Again C refused. C wrote to SP but received a
telephone call in response.

The Ombudsman considered that the problem was in relation to handset
compatibility with the network and the receiving of the signal from SP. C was in a
good coverage area with a range of signal choices which interfered with the
connections. As the problem was with the handset and not the network the
recommendation was made on the basis of a replacement handset and not
cancellation of the contract as requested by C. SP was to offer a choice of handsets
at least with the same features as C’s phone had as it was recognised customers
chose preferred phones with tariffs and networks. As time had passed it was also
recognised that handsets would have been upgraded and so C was to be given a
free upgrade if the upgrade price was below a certain amount or at a reduced cost of
50% if above this. C made a complaint about two advisers, one in particular and this
issue had not been addressed with C. SP was to apologise for this and recognise the
shortfall in customer service with a goodwill credit on the account.

14.13

C took out a telephone service with the SP, which included free broadband. C was
unable to connect to broadband however as C’s computer required a millennium disc
which the SP did not provide.



C wanted to cancel the service but the SP advised that a termination fee would be
applicable, given that this was for the call service, as broadband was free. The SP
however later offered to take this action due to a shortfall in customer service in
failing to respond to C’s complaint. It was considered that this action was fair and
reasonable and therefore the Ombudsman required the same.

15.0 Faults (Line)

15.1

C had no telephone service for a prolonged period. SP could not explain delay due
to incomplete information but offered an award in full and final settlement. SP
claimed C declined this offer.

The Ombudsman found that the SP had provided a poor level of customer service.
SP was required to refund relevant charges and also provide an additional goodwill
payment

15.2

C complained that when C reported a fault to SP C was informed fault was internal
and C had to source own engineer. C did this and was charged even though no fault
was found. Fault was with the external line. C contacted SP and requested it
reimburse C for misinforming C to source own engineer. SP refuted C’s claims.

The Ombudsman examined the information provided and noted that the dates
differed between both parties as to when the fault was reported. The fault SP said it
had on record related to the fault raised after C had had a visit from own sourced
engineer. There was therefore no evidence provided in relation to the first fault that C
reported and claimed was informed to source own engineer. Based on the
information provided, the Ombudsman could only surmise that a misunderstanding
occurred and so as an amicable resolution the Ombudsman required SP to award a
goodwill gesture equivalent to 50% of the engineer’s fee.

15.3

C had a problem with the phone line which SP resolved. However, after the
resolution of the fault, C could not use the phone and internet at the same time. C
complained and SP agreed to send an engineer. The engineer did not attend. Two
further appointments were also missed. C refused to pay SP’s bills until the problem
was resolved. C’s services were therefore restricted. SP continued to work on the
fault and it took almost 18 months to resolve the problem. C complained about lost
earnings for the missed engineer’s appointments and claimed for associated costs of
bringing the complaint.

The Ombudsman directed that SP should write a letter of apology for the shortfall in
customer service and to advise why it took so long to repair the fault. The
Ombudsman further directed that SP should maintain its offer to make a goodwill



payment. However, as C was a residential customer, it was decided it would not be
appropriate for C to compensate for the business losses claimed.

15.4

C was a dial-up internet customer of SP. C experienced a problem logging on and so
called the technical helpline. After 20 minutes with an advisor the issue remained
unresolved until the following day when it appeared to be solved. C complained
about the charges as the advisor had been unable to help. C did not receive a
response and continued to complain both about the charges and the poor responses.
SP then sent some store vouchers as a goodwill gesture but there was no
correspondence indicating what these were for. C queried this and the letter was
read out on the phone but C claimed this was a standard response that did not
address the issues directly. C accepted the vouchers in part settlement. The matter
continued for over a year without resolution and the matter was referred to the
Ombudsman after deadlock.

SP did not supply a case file or response to the Ombudsman. The Ombudsman
believed that SP had not followed or applied its Code of practice or complaint policy
and these had not been provided to C. these were to be sent along with an apology
for the shortfalls in customer service. SP was also to refund the cost of the technical
helpline charges incurred and make a goodwill payment to C.

15.5

SP provided an internet and landline telephone service for C. C began to experience
intermittent faults and period of disconnection with the services. C complained and
logged the faults. The faults were fixed but then reappeared. C was without services
for a period of time and offered an engineer’s visit. This was accepted but C was
given 3 different visit dates and the engineer failed to turn up for any of these. C had
calls diverted to a mobile but then this was stopped before the complaint was
rectified and it was discovered that C’s line was crossed with another.

C complained and SP offered an amount as a call allowance, sincere apologies and
a goodwill gesture. C felt that SP had not addressed all the points raised in the
complaint.

The Ombudsman considered the service had been so poor during one month that the
service charges for both the broadband and telephone were to be cleared. A daily
allowance was to be given for the period of disconnection and C was to be given
credits for the failed visits. SP was to ensure C’s line was working and offer an
engineer’s visit on its usual charging policy which was to be fully explained. The
apology was deemed appropriate but the goodwill gesture low and so the
Ombudsman increased this. Any debt collection was to cease and C's credit rating
was to be reinstated where it had been affected.

15.6

C experienced a total loss of service and stated that SP had agreed to pay all call
diversion costs. C incurred significant costs on mobile call in three month period
without a landline. SP did calculate and apply the credits due and made a goodwill
payment.



