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In June 2015, Ombudsman Services: Communications (OS:C) was approved by Ofcom to
provide alternative dispute resolution under the Alternative Dispute Resolution for Consumer
Disputes (Competent Authorities and Information) Regulations 2015 (the Regulations).
Services/products that fall within the jurisdiction of OS:C include those provided to domestic
and/or mirco-business consumers which fall within the scope of “electronic communications
services” as defined under Section 32(2) of the Communications Act 2003.

During 2023, Ombudsman Services officially made the transition to Trust Alliance Group
(TAG). The change provided the business with a broader objective to support the trust
agenda as well as the opportunity to develop diverse capabilities with a connected purpose,
rather than only resolving disputes.

The move to a group also offered the ability to demonstrate a clearer separation of the two
ombudsman schemes (Communications Ombudsman and Energy Ombudsman) and their
other work streams. Transparency is also improved for stakeholders making it easier to
identify what the business offers and the value of its services.

As part of Ofcom’s approval under Schedule 5, of the Regulations, Communications
Ombudsman is required to produce an annual activity report which contains the
information below:

a) The number of domestic disputes and cross-border disputes the ADR entity
has received

Communications Ombudsman received 59,131 disputes during the reporting period. A dispute
is defined as a request from a complainant notifying Communications Ombudsman of an
unresolved complaint for investigation. Of these cases, 33,000 fell within the scope of what
Communications Ombudsman deal with.

None of the total cases received related to cross-border disputes.

b) The types of complaints to which the domestic disputes and cross-border
disputes relate

The following tables set out the types of domestic and cross-border disputes that were referred
to Communications Ombudsman within the reporting period which came within the scope of
what Communications Ombudsman can deal with:

Non-Cross Border Complaints

Complaint Type Number of cases
Billing 8388

Service Quality 7395

Customer Service 5898

Contract Issues 4408

Mis-sell 2120

Equipment 2143

Security 1779

Other 254
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Complaint Type Number of cases

Unknown 615
Grand total 33,000
c) A description of any systematic or significant problems that occur frequently and

lead to disputes between consumers and traders of which the ADR entity has become
aware due to its operations as an ADR entity

In this reporting period, while we have seen a general increase in complaints across the sector,
there has been a significant increase in the category of security. The complaints logged with the
level one category of security range from data protection issues to aspects of alleged
fraudulent activity.

While it's not our place to rule on whether the act of fraud has taken place, we check that
providers have done enough to ensure that the person who has contacted them, has the
relevant authority to access the account.

Consumers complain about mobile accounts where a new connection or upgrade has been
taken out, including a high-value handset that they say they don't know about. This leads them
to believe that a provider had not kept the account secure by allowing an authorised person to
access the account.

Overall, we found that it was not always the provider failing to keep the account secure for
complaints raised in this category, but rather the consumer was likely a victim of phishing
and had unwittingly given their account details to someone. While we are empathetic to this
complaint, we found that the provider could not always have known it was not the account
holder they were dealing with, as the unauthorised person accessing the account was able to
verify the provider's security checks using the information obtained. With that said, it is clear
that there is an issue within the sector causing concern for consumers about how secure their
account is.

We also found that some providers offer converged sales as a way of giving a consumer a
more varied service, but this can lead to consumers telling us that they are unaware that an
additional service with another provider had been taken out. Consumers then perceive this to
be an account security issue, however, we would consider this an issue regarding information at
the point of sale.

d) Any recommendations the ADR entity may have as to how the problems referred to
in paragraph (c) could be avoided or resolved in future, in order to raise traders’
standards and to facilitate the exchange of information and best practices

We recommend that providers ensure that steps are taken to be certain that the person they
are interracting with is the authorised person on the account. This should be done by
ensuring all account notes are read prior to allowing the purchase/upgrade or additional
services being added to an account and exercising caution if they are in any doubt as to who
they are speaking to.

It should also be made clear in cases where converged sales have been conducted that
consumers are fully aware of what they are agreeing to, and with which provider at
the point of sale.
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e) The number of disputes which the ADR entity has refused to deal with and upon
what grounds

The number of disputes which Communications Ombudsman has refused to deal with during
the reporting period was 11,128.

The percentage breakdown of the reasons for refusal is given below.

Reason for refusal % of cases

(a) Prior to submitting the complaint to you, the consumer has not 99.70%
attempted to contact the trader concerned in order to discuss the
consumer’s complaint and sought, as a first step, to resolve the
matter directly with the trader

(b) The dispute is frivolous or vexatious. 0.15 %

(c) The dispute is being, or has been previously, considered by 0.10 %
another certified ADR provider or by a court;

(d) The value of the claim falls below or above the monetary 0.00 %
thresholds you have set.

(e) The consumer has not submitted a complaint to you within the 0.00 %
time period specified by you for dealing with complaints, provided
that such time period is not less than 12 Months from the date upon
which the trader has given notice to the consumer that the trader is
unable to resolve the complaint with the consumer.

(f) Dealing with such a type of dispute would seriously impair the 0.05%
effective operation of your ADR operation.

f) The percentage of alternative dispute resolution procedures which were discontinued
for operational reasons and, if known, the reasons for the discontinuation

During the reporting period, Communications Ombudsman discontinued a total of O cases.
g) The average time taken to resolve domestic disputes and cross-border disputes;

The average time taken to resolve a domestic dispute was 33 days. No cross-border disputes
were received.

h) The rate of compliance, if known, with the outcomes of the alternative dispute
resolution procedures;

In the reporting period, 93.90% of remedies were implemented within 28 days and 5%
implemented outside of 28 days. Of the total confirmed remedies, 1.10% remain
unimplemented after 28 days.

i) The co-operation if any, of the ADR entity within any network of ADR entities which
facilitates the resolution of cross-border disputes

Communications Ombudsman is a member of the Telecoms-Net group of European ADR
entities. The group shares best practice relating to ADR in the sector.
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Getting in touch

$ 03304401614

Q@ Communications Ombudsman enquiry@commsombudsman.org
P.O.Box 730
Warrington WA4 6 WU

Additional support:

We are committed to treating everybody with fairness and respect.
Our commitment includes providing additional support to consumers needing help
to access our services fully.

Please see below some of the services we can help with:

e Speaking to usin aforeign language & translation services
e Visual impairments (including Braille)

« Hearing impairments (including Sign language)

«  Accessibility

If you need anymore information or would like to request access to any of the
services above, you can do this over the phone, online or in writing.

www.commsombudsman.org



