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Approved by Ofcom in 2015 under the Alternative Dispute Resolution for Consumer Disputes
(Competent Authorities and Information) Regulations 2015, Communications Ombudsman has
provided dispute resolution services for domestic and micro-business consumers using electronic
communications services, as defined in Section 32(2) of the Communications Act 2003.

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
We received a total of 51,373 disputes in the year, of which 27,125 were within scope.

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 table sets 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 7255 26.75%
Service quality 6119 22.56%
Customer service 4392 16.19%
Contract issues 3971 14.64%
Equipment 1833 6.76%
Mis-sell 2043 7.53%
Security 1178 4.34%
Other 75 0.28%
Unknown 259 0.95%
Total 27125 100.00%

c) Adescription of any systematic or significant problems that occur frequently and lead to
disputes between consumers and traders of which the ADR entity has become awareduetoits
operations as an ADR entity

We have seen problems arising where consumers agree mobile phone contracts including airtime
agreements (for minutes, texts, data etc.) and the purchase of a mobile phone through a consumer credit
agreement.

Communications Ombudsman can deal with complaints about electronic communications services, for
example, the network coverage a consumer receives on their mobile phone. Handset complaints are not
within our statutory remit and, where a handset purchase has been made using a consumer credit
agreement, the Financial Ombudsman Service should be responsible for the complaint.

Many complaints involve both the electronic communications service and the handset, and issues with one
can often impact the other. If a consumer receives no mobile signal at their home address, they might
reasonably want to cancel the airtime agreement — but many communications providers' terms and
conditions set out that, if the consumer cancels the airtime agreement, they need to cancel the loan and pay
the full balance on their handsets.

Where a complaint covers both problems with electronic communications services, and a problem with the
handset agreement (or there is a knock-on effect to the handset agreement), it creates a confusing
landscape for consumers. It is often unclear which ADR provider is right for their complaint. This is not
helped by some communications providers referring complaints to the wrong ADR provider.
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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 practice

Communications Ombudsman has held calls with Financial Ombudsman Service, communications
providers and Ofcom to flag the issue highlighted above and to establish a shared understanding of
the correct approach. We have given feedback to communications providers on appropriate referral to
Communications Ombudsman and guidance on our remit.

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 2,631.

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 attempted [99.59%
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%

(c) The dispute is being, or has been previously, considered by another 0.3%
certified ADR provider or by a court
(d) The value of the claim falls below or above the monetary thresholds you [0.00 %
have set

(e) The consumer has not submitted a complaint to you within the time 0.00 %
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 effective  [0.11%
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 26 days. No cross-border disputes were received.
NB: In preparing this report, we identified some cases that were withdrawn by consumers but appeared to
remain open on the reports. On correcting this issue, we noted that it also included some cases in the last
reporting period. In last year’s activity report, we stated an average of 33 days to resolve domestic disputes;

the correct figure was 25 days.

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

In the reporting period, 90.72% of remedies were implemented within 28 days and 4.5% were implemented
outside of 28 days. Of the total confirmed remedies, 4.79% 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

N/A
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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 Visualimpairments (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





