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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 6 of the Regulations, the Communications Ombudsman is
required to produce a biennial activity report containing the information below:

a) The number of disputes received by the ADR entity and the types of complaints to which the
disputes related.

Communications Ombudsman received 110,523 disputes between July 2023 and June 2025. Of these,
60,133 fell within scope.

The following tables confirm the types of complaints referred to Communications Ombudsman within the
reporting period that came within scope of the service:

Complaint Type Number of complaints % of Complaints

Billing 15649 26.02%
Service quality 13515 22.48%
Customer service 10300 17.13%
Contract issues 8389 13.95%
Equipment 3982 6.62%
Security 2959 4.92%
Mis-sell 4156 6.91%
Other 329 0.55%
Unknown 854 1.42%
Total 60133 100.00%

b) The percentage share of alternative dispute resolution procedures which were discontinued

before an outcome was reached.

During the reporting period, Communications Ombudsman discontinued a total of 0 cases.

c) The average time taken to resolve the disputes which the ADR entity has received.

The average time taken to resolve disputes within the reporting period was 26 days.

d) The rate of compliance, if known, with the outcomes of its alternative dispute resolution

procedures.

The table below shows the rate of compliance with the remedies confirmed within Communications

Ombudsman’s decisions during the reporting period:

Remedies Number of complaints % of Complaints
Not implemented 17259 3%
Outside 28 days (KPI) 68915 13%
Within 28 days 443463 84%
Total 529637 1%

e) Any recommendations the ADR entity may have as to how any systemic or significant
problems that occur frequently and lead to disputes between consumers and traders could

beavoided orresolvedinfuture.

Our root cause analysis revealed that quality of customer service was a key factor driving complaints to
Communications Ombudsman, even when the underlying issue, such as billing, was unrelated.
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In many cases, the issue is either resolved or could have been resolved before reaching us. However,
consumers still escalate their concerns because they are dissatisfied with how their complaint was handled,
or they received inadequate explanations, leaving them uncertain about whether their complaint was truly
resolved.

We see customer service issues created by poor record-keeping and premature complaint closure. When
consumers chase up responses to complaints, customer service agents sometimes cannot locate the
previous complaint, meaning the process starts again. This also impacts signposting — as when complaints
are not recorded correctly, or closed prematurely, consumers are not signposted to Communications
Ombudsman when their complaints reach eight weeks old.

Communications providers could avoid complaints being escalated to Communications Ombudsman by
ensuring they record expressions of satisfaction from consumers and leave effective and accurate notes to
support the handling of follow-up complaints. Providers should not close complaints until they have
confirmation from the consumer that they are satisfied the complaint is resolved, or if the consumer has not
responded to an outcome of investigation within 28 days.

f) Where the ADR entity is a member of any network of ADR entities which facilitates the
resolution of cross-border disputes, an assessment of the effectiveness of its co-operation in
that network.

N/A

g) Where the ADR entity provides training to its ADR officials, details of the training it provides.

Communications Ombudsman supports continuous development of its ADR officials. In the period, specific
training has been provided on:

Our terms of reference
Additional support needs
Missing equipment deliveries
One Touch Switching

Cyber security

Automatic compensation

h) An assessment of the effectiveness of an alternative dispute resolution procedure offered by
the ADR entity and of possible ways of improving its performance.

The majority of disputes handled by Communications Ombudsman are resolved via a two-stage adjudication
procedure.

During the reporting period, 60,133 disputes were handled through this procedure, which took an average of
26 days.

The ADR regulations stipulate that Communications Ombudsman must notify the parties of the outcome of
the ADR procedure within a period of 90 days from the date on which the complete complaint file has been
received. The adjudication procedure operated by Communications Ombudsman continues to be effective in
handling disputes within this timeframe.

Communications Ombudsman introduced a new quality framework during the period and agreed to provide
quarterly written decision quality scores to Ofcom. Since the report was produced the written decision quality
score sits at 85.6%.
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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





