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1 Consultation 23/14  

1.1 On 16 March 2023, ComReg issued its Consultation 23/14. The background to Consultation 

23/14 is set out in full in that document.1 Consultation 23/14 sought stakeholder views on 

proposals in relation to implementing a Charter by providers. 

1.2 In Consultation 23/14, ComReg formed several preliminary views in summary: 

• Introduction of a Charter: Providers of IAS and or ICS should prepare, publish and 

keep updated a Charter.  

• Approach for implementation of Charter requirements: Without prejudice to the 

power to impose Minimum Quality of Service Standards at any time, ComReg proposed 

a phased approach to implementing Charter requirements. Based on the proposal, for 

Service Providers to articulate commitments at the individual customer level, ComReg 

proposed to monitor and evaluate implementation of the Charter requirements, and the 

levels of customer service committed to and implemented by providers for their adequacy 

("adequacy review"). ComReg said that it may, following an adequacy review, should it 

consider appropriate, seek to move to the specification of Minimum Quality of Service 

Standards subject to consultation. Furthermore, ComReg said that it may also seek to 

update Charter requirements and may seek to require any Minimum Quality of Service 

Standards information is included in a Charter. 

• Scope and Application: Charter requirements would apply to providers of IAS and 

number-based ICS with a market share of 0.5% or greater (“Relevant Service 

Providers”). Relevant Service Providers will be required to prepare, publish, and keep 

updated a Charter that addresses end-users that are consumers, microenterprises, small 

enterprises and not-for-profit organisations (“Relevant Customers”). 

• High level nature of Charter content: The information required to be included in the 

Charter should consist of two categories (i) general information on providers’ customer 

service policies and/or procedures, and (ii) specific provider-set commitments. As 

regards provider-set commitments offered, they ought to would be framed as the level of 

customer service an individual customer can expect to receive. 

• ComReg specified Template: Where a Relevant Service Providers will be required to 

prepare, publish, and keep updated a Charter, it is proposed that would be according to 

a proposed ComReg-specified form – a Customer Charter template in Schedule 1 at 

Appendix 1 and, according to requirements proposed to be specified for completing that 

 
1 Proposals-for-implementing-a-customer-charter.pdf (comreg.ie) 

https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-charter.pdf
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template within Schedules 2 and 3 at Appendix 1 of Consultation 23/14. 

• Content and form requirements: A Charter will include certain required information 

and, in the form, specified by ComReg according to Schedule 2 and 3 at Appendix 1 of 

Consultation 23/14.  

• Publication and notifying customers: Relevant Service Providers will be required to 

publish their initial Charter on their websites. Relevant Service Providers may update 

Charter content on the first working day of each calendar quarter after their publication 

of the initial Charter. It is proposed that a Relevant Service Provider would be required 

to ensure all Relevant Customers are made aware of the existence of its Charter and 

how to obtain a copy. Relevant Service Providers would also be required to make the 

Charter available in accessible forms, and to provide copies of the Charter to customers 

on request. 

• Measuring and reporting on performance against commitments offered: Relevant 

Service Providers would be required to monitor their actual performance against Charter 

commitments if offered and also report this to ComReg on a quarterly basis, according 

to a ComReg-specified form – a data dictionary and reporting template.2 Relevant 

Service Provider would be required to arrange and pay for or the performance report to 

be independently audited and submit an audit statement to ComReg alongside the 

performance report. 

1.1 Submissions to Consultation 23/14  

1.3 ComReg received fifteen submissions to Consultation 23/14 from the following respondents:  

1) ALTO  

2) Competition and Consumer Protection Commission  

3) Chambers Ireland  

4) Eircom Limited and Meteor Mobile Communications Limited (trading as 'eir' and 'open eir'), 
collectively referred to as 'eir Group' or 'eir'.  

5) Imagine  

6) Magnet  

7) National Disability Authority  

 
2 Customer Charter Data Dictionary and Reporting Template”, Schedule 3 of the draft decision instrument. 
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8) Prepay Power  

9) Sky Ireland  

10) Tesco Mobile  

11) Three  

12) Verizon Ireland  

13) Virgin Media  

14) Vodafone  

15) Wiggin LLP  
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2 ALTO (Alternative Operators in the 

Communications Market)  
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ALTO is pleased to respond to the Consultation: Proposals for Implementing a 

Customer Charter – Ref: 23/14. 

 
ALTO welcomes this opportunity to comment on this consultation. ALTO limits its 

comments to strategic issues only. The nature of Customer Charters and the issues 

arising in the Consultation are undertaking or operator specific such that it is not 

appropriate for ALTO to address the detail of those issues in response – or at all. 

 

Comments 
 
 

ALTO is grateful for the two extensions of time permitted in order to allow members 

and the industry to address the issues arising in this Consultation. 

 
While ALTO is broadly supportive of ComReg’s proposal to extend the benefits of a 

Charter to microenterprises, small enterprises or not-for-profit organisations that 

have similar bargaining power as consumers. We would welcome a definition of Not- 

for-profit organisation based on size (e.g., employee threshold of 10 employees in 

line with microenterprise definition). The rationale for this request is to clarify where 

larger technically not-for-profit, or perhaps State entities, take services from industry 

that those entities should be outside the scope of the clear provisions of a Customer 

Charter. This request is based on ComReg’s own rationale concerning bargaining 

power – obviously, larger undertakings that may still be not-for-profit have greater 

bargaining power than consumers and should be excepted from Charter 

consideration or capture. We acknowledge that this issue is perhaps not as clear or 

considered as it could be from the point of view of the European Electronic 

Communications Code or EECC. We would welcome clarity on this issue from 

ComReg. 

 
ALTO notes that ComReg’s Consultation paper appears to make assumptions on 

the market based on business-to-business and certain behaviours as researched 

which are taken at a point in time. From ALTO’s point of view it is clear that each 
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and every operator on the market has different technological 

deployments, challenges, and offerings such that a one-size-fits-all or a 

standard approach to Customer Charters may not be consistent with the 

ability of wholesale operators to meet those customer standards deemed 

to apply, or be derived across the board – that is logically the case when 

wholesale operators facilitating retail operators on a bespoke or 

innovation led basis. While ComReg is obviously the sector regulator and 

is uniquely placed to analyse inputs and processes on the market. 

Industry will likely require a balanced approach to deal with the Customer 

Charters, particularly where new and innovative offerings are placed on 

the market, or where various technological solutions are deployed in 

order to meet the requirements of a customer, cohort of customers, or 

customers being serviced in a location requiring differing technological 

standards. To that end, ComReg should contemplate in far greater detail 

than it has, how and when precisely an adequacy review takes place and 

how it should take shape. Industry does not need a set of Customer 

Charter requirements that are either inflexible or unduly burdensome, 

and we note that this is not ComReg’s intention.  

ALTO     12 May 2023 
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3 Competition and Consumer 

Protection Commission (CCPC)  
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Introduction 
 

The Competition and Consumer Protection Commission (‘CCPC’) 

welcomes the opportunity to respond to the Commission for 

Communications Regulation (‘ComReg’) consultation on its proposals for 

implementing a Customer Charter (‘the Charter’). The CCPC has a statutory 

function under Section 10(3)(a) of the Competition and Consumer 

Protection Act 2014 to provide advice to policymakers on matters likely to 

impact on consumer protection and welfare, or competition and the CCPC’s 

submission reflects this mandate. 

The CCPC maintains a consumer helpline that provides information to 

consumers to inform them of their rights and help them to resolve issues with 

traders (CCPC’s Consumer Helpline). The CCPC’s Consumer Helpline 

annually receives a significant number of contacts relating to electronic 

communications. Analysis of contacts to the CCPC’s Consumer Helpline 

shows that the electronic communications sector attracted the second 

largest number of contacts, by sector, in 20201, 20212 and 20223. In 2022, 

three communications providers were among the top ten traders named 

across all contacts received and 875 contacts were referred to ComReg as 

they fell within its remit4. 

The CCPC agrees with the proposal that ComReg should introduce 

requirements for providers of internet access services (IAS) and publicly 

available interpersonal communications services (ICS) to prepare, publish 

and keep updated a Charter. Customer charters are a standard practice in 

other sectors, such as energy and waste collection, and they can be helpful 

in informing customers of the standards of service that they can expect to 

receive when engaging with a service provider5. 

 

 

1 CCPC (2021) https://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2021/07/Consumer-

Contacts- Report-2021.pdf 

http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2021/07/Consumer-Contacts-
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2021/07/Consumer-Contacts-
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2021/07/Consumer-Contacts-
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2021/07/Consumer-Contacts-
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2 CCPC (2022) https://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2022/08/172207-

CCPC- Contacts-Report-August-2022.pdf 

3 CCPC (2023) https://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2023/03/CCPC-

Contacts- Report-Jan-Dec-2022.pdf 

4 Ibid. 

5 Best practice - as outlined by the Department of Finance in its Report for the ‘Retail Banking 

Review’, November 2022 – states that these standards should be measurable and address a full 

range of customer services. Department of Finance ‘Retail Banking Review’. The CCPC notes the 

recommendation of the Retail Banking Review that the revised Consumer Protection Code require 

providers of retail banking services to set out customer charters. 

https://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2022/08/172207-CCPC-Contacts-Report-August-2022.pdf
https://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2022/08/172207-CCPC-Contacts-Report-August-2022.pdf
https://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2022/08/172207-CCPC-Contacts-Report-August-2022.pdf
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2023/03/CCPC-Contacts-
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2023/03/CCPC-Contacts-
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2023/03/CCPC-Contacts-
http://www.ccpc.ie/consumers/wp-content/uploads/sites/2/2023/03/CCPC-Contacts-
https://assets.gov.ie/240770/d8b98fef-fe6a-4df8-b7d6-2f63e9f224b8.pdf
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The CCPC is of the view that it is important that providers are permitted to 

include any other customer service commitments they wish to make, 

outside of those prescribed by ComReg, in the Charter. Inclusion of these 

other commitments in the Charter would align with ComReg’s intention for 

the Charter to be a ‘one stop shop’, with customers being able to find key 

information about a provider’s customer service in one place. It would also 

ensure that providers who wish to compete on the basis of additional 

commitments, to the benefit of customers, are not inadvertently dis-

incentivised from offering those commitments because they cannot include 

them within the principal document which a customer is encouraged to 

consult to understand the provider’s customer service levels, 

i.e. the Charter. 

 
Forthcoming research conducted by the CCPC notes that over three 

quarters of consumers shopping around for broadband and mobile phone 

offers use information on the providers’ websites to inform their choice6. 

That research will show that across a range of product markets a large 

proportion of consumers will engage with the market if they experience poor 

service or price increases. Non-switchers in regulated markets are more 

loyal to their current provider, more worried about problems occurring if they 

switch, and less likely to use online information and more likely to use phone 

to engage with providers. This suggests that a downloadable Charter, 

prominently displayed on provider websites, which promotes competition on 

quality of service, could aid more consumers in deciding to switch. 

The CCPC response to specific sections of the consultation paper are set 
out below. 

 

Proposed approach to Implementing Charter 
Requirements 
 

High level approach 
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The CCPC notes that ComReg intend to facilitate provider-set commitments 

would allow providers to determine Charter content that works with their 

customer service models and ways of operating, and compete with other 

providers on quality of service uniform, 

 
 
 

 

6 The CCPC will publish research in 2023 on the consumer experience in a number of regulated 

sectors, including electronic communications. 
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while prescribing Minimum Quality of Service Standards could dampen 

incentives on providers to compete on quality of service7. 

However, the CCPC recommends that ComReg should consider the 

introduction of at least one specified standard: whether customers should 

be provided with the possibility to request human intervention when they 

interact with the service provider through fully automated online interfaces8. 

Access to high speed broadband is close to essential for consumers and 

businesses, and the increase in working from home has reinforced its 

importance. It is therefore particularly important to ensure continued access 

and choice for consumers, and to protect those with low levels of digital 

literacy9. 

The CCPC also recommends that ComReg should consider whether 

consumers who are vulnerable should have guaranteed access to a specific 

standard of customer service10. In the energy sector, there are specific 

consumer protection measures in place for registered vulnerable customers, 

which include rules regarding how suppliers must treat, and communicate 

with, vulnerable customers11. Regulated financial services providers, who 

must act in the best interests of consumers, are expected to design their 

business processes to ensure that vulnerable consumers are not at 

increased risk of detriment or harm12. 

There are a number of vulnerability drivers specific to the electronic 

communications sector, which can have a wide-ranging impact given that 

many goods and services are provided online13. The CCPC is aware that 

ComReg has specific support measures for 

 

 

7 Although, as acknowledged in the Regulatory Impact Assessment options, providers could still 

innovate and compete to deliver standards above the ComReg specified minimum level. 

8 The current Proposal for a Directive of the European Parliament and of the Council amending 

Directive 2011/83/EU concerning financial services contracts concluded at a distance and repealing 

Directive 2002/65/EC would introduce a right for consumers to request and obtain human 

intervention in case a trader uses online tools (Article 16d. 3) Proposal for amending Directive 

2011/83/EU 

https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex%3A52022PC0204
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex%3A52022PC0204
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9 Government of Ireland (2021) ‘Adult Literacy For Life – a 10–Year Adult Literacy, Numeracy 

And Digital Literacy Strategy’ 

10 Definitions of vulnerability vary, although there is a growing recognition that consumer vulnerability 

is a fluid concept that can manifest in a number of ways and be driven by a multitude of causes. 

‘G20/OECD ‘High-Level Principles on Financial Consumer Protection 2022’ (oecd.org) The 

characteristics of vulnerability set out in the Unfair Commercial Practices Directive (UCPD) are 

‘mental or physical infirmity, age or 

credulity’. However, However, guidance from the European Commission provides that these 

characteristics are ‘indicative and non-exhaustive’ and that the concept ‘covers also context-

dependent vulnerabilities 

11 CRU (2022) ‘Electricity and Gas Suppliers Handbook’ 

12 Central Bank of Ireland (CBI) (2022) ‘Consumer Protection Code Review – Discussion Paper’ 

13 European Commission (2016) ‘Consumer Vulnerability across key markets in the European Union’ 

https://www.adultliteracyforlife.ie/f/120607/x/133e8d1481/15607_all_strategy_web.pdf
https://www.adultliteracyforlife.ie/f/120607/x/133e8d1481/15607_all_strategy_web.pdf
https://www.oecd.org/daf/fin/financial-education/G20_OECD%20FCP%20Principles.pdf
https://www.oecd.org/daf/fin/financial-education/G20_OECD%20FCP%20Principles.pdf
https://commission.europa.eu/law/law-topic/consumer-protection-law/unfair-commercial-practices-law/unfair-commercial-practices-directive_en#%3A~%3Atext%3DObjective%20of%20the%20directive%2C-The%20objective%20of%26text%3DIt%20is%20the%20overarching%20EU%2Crange%20of%20unfair%20business%20practices
https://cruie-live-96ca64acab2247eca8a850a7e54b-5b34f62.divio-media.com/documents/CRU202249-Electricity-and-Gas-Suppliers-Handbook-2022.pdf
https://www.centralbank.ie/docs/default-source/regulation/consumer-protection/other-codes-of-conduct/consumer-protection-code-review/consumer-protection-code-review-discussion-paper.pdf
https://commission.europa.eu/system/files/2018-04/consumers-approved-report_en.pdf
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vulnerable consumers14, and its Code of Practice for Premium Rate Services 

includes specific protection provisions for vulnerable consumers15. In 

addition, the CCPC is of the view that the needs of vulnerable consumers 

should be reflected in the design and delivery of electronic communication 

products and services, as well as service providers policies and procedures, 

such as their customer service policies. 

Therefore, it is important that ComReg consider whether standards in 

customer service for vulnerable consumers in the sector are needed to 

potentially mitigate the risk of those consumers experiencing detriment and 

ensuring that they have access to services. The CCPC recommends that 

the Charter should include a section outlining customer service 

commitments and policy provisions for vulnerable consumers, including the 

facility for customers with disabilities to register their requirements with their 

service providers16. 

Consumer Choice 

 
As acknowledged in the consultation paper, the proposed approach entails 

that the actual level of customer service a customer would receive will 

depend on the individual provider. The approach relies on the ability of a 

customer to switch and choose another provider if they are unsatisfied with 

the customer service provided. 

Studies have shown that there can be various barriers to switching that 

affect consumers in the communications markets17. This includes, as is 

highlighted in the consultation paper, a lack of transparency or access to 

the right information, but also behavioural biases and digital skills. Research 

has shown that in the electronic communications sector, despite long-

standing market liberalisation and efforts to reduce switching costs, many 

consumers have never switched provider18. Furthermore, while competition 

for fixed broadband services has improved over the past decade, some 

consumers in Ireland only have access to a limited number of service 

providers19. 
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14 ComReg (2021) ‘Support for Vulnerable, Elderly & Consumers with Disabilities’ 

15 ComReg (2014) ‘Code of Practice – Premium Rate Services’ 

16 ComReg ‘Service Provider Accessibility Requirements’ webpage 

17 For example, Lunn, P. (2011). Telecommunications Consumers: A Behavioural Economic 

Analysis, ESRI Working Paper 417, https://www.esri.ie/publications/telecommunications-

consumers-a-behavioural- economic-analysis; Lunn, P., Lyons.S (2018) ‘Consumer switching 

intentions for telecoms services: evidence from Ireland’ ESRI 

18 Lunn, P., Lyons.S (2018) ‘Consumer switching intentions for telecoms services: evidence from 

Ireland’ ESRI 

19 ComReg (2023) Electronic Communications Strategy Statement - 2023 to 2025 

https://www.comreg.ie/support-for-vulnerable-elderly-consumers-with-disabilities/
https://www.comreg.ie/csv/downloads/ComReg1445.pdf
https://www.comreg.ie/advice-information/accessibility-requirements/#Facility-for-Customers-with-Disabilities-to-Register-Requirements
https://www.esri.ie/publications/telecommunications-consumers-a-behavioural-economic-analysis
https://www.esri.ie/publications/telecommunications-consumers-a-behavioural-economic-analysis
https://www.esri.ie/publications/telecommunications-consumers-a-behavioural-economic-analysis
https://www.esri.ie/system/files/media/file-uploads/2018-05/JA201830.pdf
https://www.esri.ie/system/files/media/file-uploads/2018-05/JA201830.pdf
https://www.esri.ie/system/files/media/file-uploads/2018-05/JA201830.pdf
https://www.esri.ie/system/files/media/file-uploads/2018-05/JA201830.pdf
https://www.esri.ie/system/files/media/file-uploads/2018-05/JA201830.pdf
https://www.comreg.ie/publication/electronic-communications-strategy-statement-2023-2025
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The CCPC notes that the second phase of the proposed approach is the 

‘adequacy review’, in which ComReg will review whether the provider-set 

commitment approach meets the Charter objectives. This phase will be 

crucial to ensure to ensure that its objective of driving improvements in 

overall customer service levels in the sector is achieved evenly across 

consumers. The CCPC recommends that ComReg, as part of its adequacy 

review, should consider whether the provider-set commitment approach has 

led to competition based on the quality of customer service between service 

providers and be prepared to act should providers make unreasonably low-

level commitments. It should also consider whether consumers residing in 

both urban and rural areas have benefited from an increase in quality of 

customer service. 

Scope 

 
The CCPC agrees that the Charter should be targeted towards the greatest 

evidence of poor customer outcomes, which it has determined to be namely 

the providers of fixed and mobile internet and phone services that serve the 

majority of the population. The CCPC also agrees that the Charter should 

address the range of electronic communication services customers that all 

have a similar weaker bargaining power (all consumers, microenterprises, 

small enterprises and not-for-profit organisations), instead of larger 

enterprises who benefit from a stronger bargaining power. 

Proposed charter content and form requirements 

Charter Form 

 
The CCPC agrees with the proposal that the Charter should follow a 

ComReg specified template in order to allow consumers to easily compare 

information. A key aspect which enables the consumer choice process is 

the ability to compare and judge alternative product and services20, and it 

follows that promoting the accessibility and clarity of information, and the 

empowerment and engagement of consumers, are key to driving 
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competition and fostering consumer choice21. Therefore, the CCPC supports 

ComReg’s proposals that the Charter should be written in plain English, and 

that it should be made accessible to all end-users following relevant 

guidelines. The CCPC also agrees that the 

 

20 Vickers, J. (2004) ‘Economics for Consumer Policy’, in Proceedings of the British Academy (Vol. 

125, pp. 287-310). Oxford: Oxford University Press/British Academy (thebritishacademy.ac.uk) 

21 Lowe, J. (2017) ‘Consumers and competition: Delivering more effective consumer power in retail 

financial 

markets (fs-cp.org.uk) 

https://www.thebritishacademy.ac.uk/documents/2005/pba125p287.pdf
https://fs-cp.org.uk/sites/default/files/fscp_consumers_and_competition_thinkpiece_finalpp_jtl_20170306.pdf
https://fs-cp.org.uk/sites/default/files/fscp_consumers_and_competition_thinkpiece_finalpp_jtl_20170306.pdf
https://fs-cp.org.uk/sites/default/files/fscp_consumers_and_competition_thinkpiece_finalpp_jtl_20170306.pdf
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Charter should be as short as possible, focusing on key information that 

consumers need. This might help mitigate against ‘information overload’, 

where consumers are overwhelmed by the volume of information, and find 

it difficult to identify salient differences between offers, and help consumers 

choose the best service provider for their needs. 

Charter Content 

 
In respect of the proposed content requirements of the Charter, the CCPC 

is broadly supportive of the approach set out by ComReg and makes the 

following high-level comments: 

 

 
• The CCPC in particular welcomes the proposal to include information and 

specific commitments relating to billing and refunds in the Charter, as an 

analysis of contacts to the CCPC’s Consumer Helpline in 2022 shows that 

charges, payment and deposit issues are among the top categories of 

consumer queries received relating to IAS and ICS providers. 

 
• As customers may consult the Charter to understand what rights they have 

in a situation where they are dissatisfied with the service provided, it should 

be clear to customers that nothing in the Charter, particularly any 

compensation or similar offered by a provider, affects their statutory rights 

and the CCPC suggests that a statement to this effect is included in the 

Charter. 

 
• It is noted that ‘Schedule 3: Customer Charter Data Dictionary and 

Reporting Template’ requires providers to measure certain commitments in 

the Charter in prescribed units of time. For example, providers must 

measure their commitment to call answering times in seconds and postal 

response times in clock hours. As noted by the National Adult Literacy 

Agency, by reference to 2012 figures from the Central Statistics Office, 1 in 

4 adults in Ireland struggle with everyday maths22. The CCPC is therefore of 

the view that some customers might struggle to understand the 

commitments given where they are expressed in large numbers 
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22 NALA (2022) NALA-Factsheet-Literacy-and-numeracy-in-Ireland.pdf 

file:///C:/Users/oreillyd/AppData/Local/Temp/MicrosoftEdgeDownloads/66aab9ee-168a-432e-a0fd-06f4bd68867b/NALA-Factsheet-Literacy-and-numeracy-in-Ireland.pdf
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which require a certain level of mathematical ability to convert into a 

more commonly understood unit of time. For example, it may be 

difficult for some customers to understand a commitment to answer a 

phone call in 190 seconds or a postal communication in 72 clock 

hours, where the same commitment in minutes or days would be 

easier to understand. The CCPC suggests that ComReg considers 

the needs of these customers in prescribing the units of time to be 

used in the Charter. 

 
• In the ‘How you can contact us’ section of the Charter, providers can choose 

to commit to specifying the maximum follow-up response time for queries 

raised which were not resolved at the time of initial customer contact. This 

‘follow up response time’ is defined in ‘Schedule 3: Customer Charter Data 

Dictionary and Reporting Template’ as ‘the time elapsed between the 

instant the initial phone call in which the calling customer raised a query 

ends, or the instant the Relevant Service Provider receives a query from the 

customer by another channel (including in person) – as applicable – to the 

instant the answer from the Relevant Service Provider has been provided 

to the Relevant Customer, measured in clock hours’. 

 
Providers can choose to make a similar commitment in the ‘If you 

think you have been billed incorrectly’ section, where a customer has 

raised a query regarding billing. The provider can commit to respond 

to a customer who has raised a billing/charge issue within a specified 

time, defined in ‘Schedule 3: Customer Charter Data Dictionary and 

Reporting Template’ by reference to the time elapsed between the 

request23 from the customer and ‘the answer’ from the provider, 

measured in clock hours. 

 
The CCPC suggests that additional clarity, to the benefit of customers 

and providers, could be offered by further defining what constitutes 

‘the answer’ to be given by the provider and specifying the extent to 

which ‘the answer’ must finally resolve the customer’s issue, rather 

than act as a provisional or holding 
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23 The CCPC notes that Schedule 3 provides that ‘The billing/charge review response time shall be 

defined as the time elapsed between the answer from the Relevant Customer (the time the request 

is made) and the answer from the Relevant Service Provider, measured in clock hours, as per ETSI 

ES 202 057-1 clause 5.8.1’. It is assumed that ‘answer’ in underline is intended to reference to 

‘request’. 
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response. The CCPC suggests that it could be instructive to consider 

the concepts of ‘Complaint Response’ and ‘Complaint Resolution’ in 

the Decision Instrument made by ComReg for the purposes of 

imposing minimum requirements to ensure access to and compliance 

with a uniform code of practice for complaints handling24. 

 
• As proposed, the ‘How you can contact us’ section of the Charter will include 

information about the channels of communication which the provider makes 

available to customers. Having regard to the potential for artificial 

intelligence to play an ever-increasing role in customer service provision, the 

CCPC suggests that ComReg consider requiring providers in the Charter to 

disclose whether customers using a channel of communication will be 

interacting with an artificial intelligence (AI) system. Such a disclosure would 

align with an objective of the Proposal for a Regulation of the European 

Parliament and of the Council laying down harmonised rules on artificial 

intelligence, for the use of AI systems intended to interact with natural 

persons to be transparent to those persons25,26 . In addition, the CCPC is of 

the view that it would further ComReg’s general objective for customers to 

be better informed about the customer service offerings of providers and 

offer some future proofing of the Charter. 

 
• For customers who do not have an existing connection, the specific 

commitment which providers can choose to make in the Charter relates to 

acknowledging the customer’s service connection request, confirming 

whether the order can be processed at the time of request or not, and if the 

order can be processed, agreeing a date for an initial appointment to 

provision the service. The CCPC understands that, as proposed, providers 

who choose to make the commitment 

 

24 ComReg (2017) https://www.comreg.ie/media/dlm_uploads/2017/06/ComReg1762.pdf 

25 Article 52 of the Proposal for a Regulation of the European Parliament and of the Council laying 

down harmonised rules on artificial intelligence sets out that ‘Providers shall ensure that AI systems 

intended to interact with natural persons are designed and developed in such a way that natural 

persons are informed that they are interacting with an AI system, unless this is obvious from the 

point of view of a natural person who is reasonably well-informed, observant and circumspect, 

taking into account 

https://www.comreg.ie/media/dlm_uploads/2017/06/ComReg1762.pdf
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the circumstances and the context of use’. European Council (2022) 

https://data.consilium.europa.eu/doc/document/ST-14954-2022-

INIT/en/pdf 

26 For commentary on the application of the Proposal for a Regulation of the European Parliament 

and of the Council laying down harmonised rules on artificial intelligence, in particular to chatbots 

and digital assistants, see Mason Hayes and Curran (2023) Regulating Chatbots and Deepfakes | 

Mason Hayes Curran (mhc.ie) 

https://data.consilium.europa.eu/doc/document/ST-14954-2022-INIT/en/pdf
https://data.consilium.europa.eu/doc/document/ST-14954-2022-INIT/en/pdf
https://www.mhc.ie/hubs/the-eu-artificial-intelligence-act/regulating-chatbots-and-deepfakes-under-the-eu-ai-act
https://www.mhc.ie/hubs/the-eu-artificial-intelligence-act/regulating-chatbots-and-deepfakes-under-the-eu-ai-act
https://www.mhc.ie/hubs/the-eu-artificial-intelligence-act/regulating-chatbots-and-deepfakes-under-the-eu-ai-act
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do not commit to a timeframe for a date for either the initial 

appointment or for service activation to occur, where there is no 

existing connection. As regards the initial appointment, the 

commitment requires only that the date for the initial appointment is 

agreed within the timeframe committed to. As set out in the 

consultation paper, this is because of the range of cases which can 

be covered where there is no existing connection and because the 

timeframes for connecting these customers could depend on many 

factors. The CCPC suggests that, to avoid customer confusion, it is 

made clearer in the prescribed wording for the commitment that 

providers are not committing to any specific time frames for the initial 

appointment or for connecting new services to the network, where 

there is no existing connection at the property. 

 
• It is proposed that the ‘outages and repairs’ section of the Charter will 

include information about how a customer can report a service issue to their 

provider and that providers may include ‘relevant information about 

addressing individual customer-level issues with service’. It is not proposed 

that providers would have the option of offering prescribed specific 

commitments relating to individual customer-level issues with service but 

only to outages which are defined as issues affecting multiple customers at 

the same time. Acknowledging that individual customer-level issues with 

service can arise for a multitude of reasons which may make it difficult to 

frame specific commitments, the CCPC suggests that there may be an 

opportunity, within the Charter, to further incentivise providers to improve 

customer service provision relating to individual customer-level issues with 

service. Customer level service issues can materially impact a customer’s 

use and enjoyment of a service which they have paid to receive and with 

increasing numbers of people working remotely27, can also potentially 

negatively impact on their ability to work and make a livelihood. 

 
The CCPC suggests that ComReg considers, at a minimum, 

mandating, rather than making optional, the provision by providers of 

information about addressing individual customer-level issues with 
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service in the Charter, including requiring 

 

27 The CSO Labour Force Survey for Quarter 4, 2022 indicated 22% of those in employment were 

working ‘mainly from home’, with a further 13% ‘sometimes’ working from home. CSO (2023) 

LFS_Presentation_Q4_2022_for_web.pptx (live.com) 

https://view.officeapps.live.com/op/view.aspx?src=https%3A%2F%2Fwww.cso.ie%2Fen%2Fmedia%2Fcsoie%2Freleasespublications%2Fdocuments%2Fep%2Flabourforcesurvey%2Flfsquarter42022%2FLFS_Presentation_Q4_2022_for_web.pptx&wdOrigin=BROWSELINK
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them to set out the steps which they may take to investigate and fix 

the issues. ComReg could additionally consider prescribing a specific 

commitment to acknowledge the customer-level service issue within 

a specified timeframe from the date it is reported to them and provide 

an update to the customer on fixing the issue at specified intervals28. 

 
While these suggested changes would not offer customers certainty 

on how long it will take for any customer-level issue with service they 

might have to be resolved, it would at least give customers greater 

insight at the pre-contractual stage into how the provider will go about 

addressing such an issue. Where a provider chooses to make the 

specific commitment suggested it would also provide the customer 

with reassurance that the provider will keep them updated on 

resolution of the issue. It would also offer customers a point of 

comparison between different providers on how they deal with 

customer-level service issues. 

 
• As it is intended that customers would consult the Charter when choosing a 

new, or switching to another provider, the CCPC suggests ComReg 

consider including a link to its online comparison tool29 in the Charter, to 

raise awareness amongst customers of the assistance which the website 

offers in helping them to choose the provider which best suits their needs. 

The CCPC notes that it is intended that providers will be required to outline 

the key rights which customers have around switching in the Charter, 

including from Regulation 90 of the European Union (Electronic 

Communications Code) Regulations 202230. 

Evaluating and reporting performance against charter 
commitments 
 

In order for the Charter to achieve its objectives, it will be necessary for 

customers to be able to evaluate providers’ performance and to be confident 

that their stated performance 
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28 By analogy, the Central Bank of Ireland’s Consumer Protection Code, which applies to regulated 

financial service providers, requires, at section 10.9(c), that a regulated entity must provide a 

complainant with a regular update on the progress of the investigation of a complaint at intervals of 

not greater than 20 business days, starting from the date on which the complaint was made. Central 

Bank of Ireland, Unofficial Consolidation of the Consumer Protection Code (centralbank.ie) 

29 For clarity, Compare Value (Services) | Commission for Communications Regulation (comreg.ie). 

It is noted that there are a number of requirements on regulated financial services providers to provide 

a link to the CCPC’s Money Tools 

30 S.I. No. 444/2022 - European Union (Electronic Communications Code) Regulations 2022 

(irishstatutebook.ie) 

https://www.centralbank.ie/docs/default-source/regulation/consumer-protection/other-codes-of-conduct/unofficial-consolidation-of-the-consumer-protection-code.pdf
https://www.centralbank.ie/docs/default-source/regulation/consumer-protection/other-codes-of-conduct/unofficial-consolidation-of-the-consumer-protection-code.pdf
https://www.comreg.ie/compare/%23/services
https://www.irishstatutebook.ie/eli/2022/si/444/made/en/print
https://www.irishstatutebook.ie/eli/2022/si/444/made/en/print
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is an accurate reflection of their level of customer service. Without a form of 

evaluation there will also be no way to determine if providers commitments 

have been met or not. Therefore, the CCPC agrees that providers should 

monitor how they perform against the Charter and should report this to 

ComReg. 

 
The CCPC is also of the view that making providers accountable is important 

to ensure that they meet their commitments. Consumers and providers 

should be clear as to what they can expect if commitments aren’t met. The 

CCPC recommends that ComReg should clarify what actions, if any, will 

arise when a provider’s performance is deemed to be poor. The CCPC is 

also aware that ComReg, following the adequacy review phase, may seek to 

move to the specification of Minimum Quality of Service Standards. Where 

that is the case, the CCPC notes the importance of appropriate enforcement 

measures against non- compliance31. 

 
The CCPC agrees that if the monitoring and reporting requirements placed 

on providers are too excessive, their ability to report accurately and on time 

may be impacted. This may be particularly true for smaller providers and 

new entrants who have just met the threshold to comply with the Charter. 

We note that the principle of proportionality has been kept in mind in 

considerations around provider evaluation and reporting, and on balance we 

think that the suggestions in the consultation paper for the time periods are 

correct. If, as is anticipated in the consultation paper, once an automated 

process is set up by a provider the ongoing burden of reporting will be 

relatively low, then expecting a provider to report on a quarterly basis seems 

fair. This time period has, as the consultation notes, the added advantage of 

being consistent with existing universal service reporting requirements. 

 
For customers to be fully able to trust results, then a form of independent 

audit will be required. The CCPC notes the view of ComReg in the 

consultation paper that such audits be conducted annually. A requirement 

that providers have their performance reports audited once a year seems a 
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proportionate expectation to be placed on a provider. 

 
 

 

31 In the waste management sector, both a lack of monitoring and a lack of sanctions for non-

compliance with customer charter requirements for household waste collection operators led to 

inadequate consumer protection in the sector. CCPC (2018) ‘The Operation of the Household Waste 

Collection Market’ 

https://www.ccpc.ie/business/wp-content/uploads/sites/3/2018/10/The-Operation-of-the-Household-Waste-Collection-Market.pdf
https://www.ccpc.ie/business/wp-content/uploads/sites/3/2018/10/The-Operation-of-the-Household-Waste-Collection-Market.pdf
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While there may be merit in having a provider only submit an audited 

performance report, we understand why ComReg would like to be able to 

observe any negative trends in customer service experiences closer to real 

time. Since this would not be possible if ComReg only received an annual 

report, the two different reporting requirements time periods are the best way 

to have up-to-date information and to maintain confidence in the accuracy 

of the overall data. However, ComReg will have to ensure that this is clearly 

explained to customers and that there is no potential for confusion. Overall, 

it will be important that reported results are made available to customers in 

an accessible and easy to understand manner, and that it is clear to 

customers that they can have confidence in the results. 

 

Regulatory Impact Assessment 
We welcome the detailed analysis conducted by ComReg in the Regulatory 

Impact Assessment accompanying this consultation. The assessment 

clearly demonstrates the need for a Customer Charter and by focusing on 

the potential industry, customer and competition impacts, it will be helpful in 

determining the correct options to choose and the necessary trade-offs that 

need to be made. The likely impacts are realistic and provide a useful 

justification for each option chosen. 

 
The introduction of a Charter should not result in a distortion or restriction of 

competition in the electronic communications sector. In particular, a Charter 

should not add barriers that could prevent potential entrants from joining the 

sector. While the impact on new entrants is considered for one of the 

consultation sections (‘Which providers the Charter will apply to’), we would 

encourage ComReg to fully consider the impact on potential new entrants 

when making a final decision on all the design and implementation measures 

for the Charter. 

ENDS 
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About Chambers Ireland 
 

Chambers Ireland, the voice of business throughout Ireland, is an all-island organisation 

with a unique geographical reach. Our members are the Chambers of Commerce in the 

cities and towns throughout the country – active in every constituency. Each of our 

member Chambers is central to their local business community and all seek to promote 

thriving local economies that can support sustainable cities and communities. 

 
In September 2019, our network pledged to advocate for and support the advancement 

of the Sustainable Development Goals. In doing so, we use the Goals as a framework to 

identify policy priorities and communicate our recommendations, and we have a 

particular focus on five of the goals encompassing decent work and economic growth 

(SDG 8), sustainable cities and communities (SDG 11), advancement in gender 

equality (SDG 5), viable industries, innovation, and infrastructure (SDG 9) and progress 

in climate action (SDG 13).1 The most relevant Sustainable Development Goals for this 

consultation are Decent Work and Economic Growth (SDG 8), and Industry, Innovation, 

and Infrastructure (SDG 9). 
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1 The Chambers Ireland SDGs. Available at https://www.chambers.ie/policy/sustainable-development-goals/chambers-ireland-sdgs/ 

https://www.chambers.ie/policy/sustainable-development-goals/chambers-ireland-sdgs/
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Chambers Ireland Perspective 
 

We are increasingly dependent on connectivity in our personal and work lives, and it 

has become even more important post Covid-19 as we have now shifted to remote 

and hybrid work models and are distanced from friends and family. 

According to the CX 2022 Report, many of the 14 brands in the telecommunications 

sector have failed to cope with customer demands, with only Tesco Mobile making it 

to the top 100 companies offering the best customer service, coming in at 83. Tesco 

Mobile surpassed well- known brands like WhatsApp, Zoom, Instagram and Twitter, all 

of whom failed to make it to the top 100. Tesco Mobile and Virgin Media were the only 

brands in the sector to improve their overall Customer experience score, while Three, 

Sky and Eir saw significant drops in their overall customer experience scores. Eir saw 

its score drop by more than 11%. 

The Customer Experience Industry in Ireland has the potential to create thousands of 

jobs and help operators stay competitive by focusing on the three Customer 

Experience models i.e., technology adoption, people change and service 

transformation. Digital disruption continues to transform the role of customer contact 

centers, impacting skills and technology required for employees to perform. It is 

therefore essential for centers to actively exploit these opportunities, move up in the 

value chain and provide superior and transparent customer experience whilst driving 

business objectives. 

There are several factors that influence customers choice of services. Price and 

quality of service are the main factors however, quality of customer service that a 

customer can expect is also a contributing factor. And it is imperative that this 

information surrounding customer service is easily available, comprehensible, and 

transparent. Therefore, the introduction of a charter is important and in time as 

Ireland moves towards greater economic development and consecutively, 

experiences a greater dependence on Internet access and Interpersonal 

communication services. 

https://thecxcompany.com/wp-content/uploads/2022/10/TCXC-2022-CXi-Report_Digital-PDF-Version-FA-1.pdf
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Questions 

 

1. Do you agree with the proposal that ComReg should introduce requirements for 

providers of IAS and ICS to prepare, publish and keep updated a Charter? If yes, 

please explain why and if no, please provide specific alternative suggestions. 

Irish telecommunication sector has a long history of failing to satisfy their customers 

with good customer services. This has been a result of lack of transparency, inability to 

contact providers to make complaints and once the complaints have been made, there 

was little action that was taken to solve the issue. And as much as it is the provider’s 

responsibility to fix the underlying problems with its customer care operations, 

ComReg as a regulator also needs to play a more active role in ensuring that good 

customers are provided to customers. 

Moreover, customers should be able to freely decide their providers which is a 

limitation in the Irish Market due to asymmetry in information regarding query handling, 

complaint handling, connections, over billing, outages and switching services. For 

instance, provider websites contain a lot of different information which makes it 

difficult to navigate specific pieces of information regarding customer service 

commitments that the provider has made. Many providers have very little information 

available on how to report faults and outages and how to get updates on these 

outages. Another area that lacks adequate information is about connection and 

disconnection processes. There is an overall lack of transparency around the level of 

customer service customers can expect. 

So, when customers have access to charters where information is presented to them 

transparently, they can choose which provider to opt for according to their preference 

and requirements. 

In any market, competition enhances the quality of service provided. A competitive 

market dynamic ensures that companies are working towards providing the best and 

the most cost- effective services to their customers. We strongly believe that in this 

period of the high cost-of- living crisis, businesses are most concerned about reducing 
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costs in all areas of operations consequently it would be most beneficial for businesses 

if providers are operating in a 
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competitive environment and competing to reduce prices while also providing good services 

overall. 

Therefore, Chambers Ireland agrees with the proposal that ComReg should introduce 

requirements for providers of IAS and ICS to prepare, publish and keep updated a Charter. 

 

 

2. Do you agree with the proposal that the Charter will contain provider-set 

commitments, with ComReg to monitor and evaluate implementation of 

the Charter requirements and the levels of customer service committed to 

and implemented by providers for their adequacy before deciding whether 

to seek to move to the specification of Minimum Quality of Service 

Standards, and/or seek to require any Minimum Quality of Service Standards 

information is included in a Charter? If yes, please explain why and, if no, 

please provide specific alternative suggestions. 

Chambers Ireland strongly disagrees with ComReg’s consideration of option 2 i.e., a Charter 

containing provider-set commitments. We believe this will put the entire responsibility and 

accountability on the provider. And as much as it gives flexibility to the provider to set 

commitments that are tailored to their individual business operations, this could also lead to 

negligence on the provider’s part to honour their commitments or purposefully set low 

commitment standards. There are some services that need to be mandatory and cannot be 

compromised on while some additional services can be flexible and altered according to the 

provider’s individual market experience. 

For Example, ComReg should set Minimum Quality of Service Standards for query handling, 

complaint handling, connection and billing and refunds. The Charter should contain provider-set 

commitments on issues regarding outages (as outages can sometimes be unplanned and not 

entirely in the hands of the providers to fix), repairs, disconnection policy in case of non- 

payment of bills and switching services. 
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ComReg needs to exercise its role as a regulator and set commitments as well as Minimum 

Quality of Service Standards. Following this, we believe option 4 should be chosen wherein the 
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Charter would contain a combination of provider-set commitments and ComReg-set Minimum 

Quality of Service Standards. This mixed approach would control the regulatory burden and the 

cost of implementation. 

 

 

3. Do you agree with the proposal that Charter requirements will apply to 

providers of IAS and/or number-based interpersonal communications services 

with a market share of 0.5% or greater? If yes, please explain why and, if no, 

please provide specific alternative suggestions. 

Since the given threshold will cover a majority of providers i.e. providers serving 100% of 

mobile voice and mobile broadband subscribers, 98.7% of fixed line voice subscribers and 

96.3% of fixed broadband subscribers in Ireland, Chambers Ireland agrees with ComReg’s 

proposal that the Charter requirements will apply to providers with a market share of 0.5% or 

greater. 

 

 
4. Do you agree with the proposal that providers will be required to prepare, publish and keep updated 

a Charter that addresses all consumers, microenterprises, small enterprises and not-for-profit 

organisations? If yes, please explain why and, if no, please provide specific alternative 

suggestions. 

Chambers Ireland agrees with the proposal that providers will be required to prepare, publish, 

and keep updated a Charter that addresses all consumers, microenterprises, small enterprises, 

and non-for-profit organisations. This option covers majority of end-users in Ireland, with a 

bargaining power, to have the benefits of a Charter. However, we do want to emphasize that 

ComReg should ensure that if a certain aspects of a provider’s customer service differs between 

consumers, microenterprises, small enterprises and non-profits, a provider is making this very 

clear within the single document of the Charter. 
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5. Do you agree with the proposal that a Charter will contain both general information on providers’ 

customer service policies, and specific commitments as to the level of customer service an 

individual customer can expect to receive in a given period? If yes, please explain why and, if no, 

please provide specific alternative suggestions. 

We broadly agree with the proposed selection of sub-options 2a and 2d wherein a Charter 

would contain a provider’s specific commitment as to the level of customer service an individual 

customer could expect to receive in a given period. Having commitments set for a given period 

and updated for subsequent periods will make the process organised and systematic. This will 

ensure maximum compliance and make it easier for the provider’s performance to be measured 

and actions to be taken accordingly if the performance is poor. But we suggest that there 

should also be an online dashboard that updates the ongoing progress on the commitments. 

Additionally, sub-option 2d is the most suitable as it is best to have a charter containing service 

level commitments for individuals specifically as opposed to having a charter containing just the 

‘average’ service level commitments across a provider’s customer base. 

 

 
6. Do you agree with the proposal that providers must prepare, publish and keep updated a Charter 

in accordance with a ComReg-specified template? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 

We agree with the proposal to adopt option 4 where a template is set out for the Charter form. 

We consider that it is essential to have a template in order to ensure uniformity and 

comparability across different service providers as well as allow for some flexibility. However, 

we do propose that option 2 should also be included to explain to providers, what it is that 

ComReg is aiming to accomplish through this charter. Having the principals laid out in the 

beginning will give providers a direction and a foundation to base their Charter on. Providers 

should keep in mind that the Charter is comparable, easy to procure/locate, understand, clear 

and transparent. 
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7. Do you agree with the proposed form requirements for completing a Charter template? If yes, 

please explain why and, if no, please provide specific alternative suggestions. 

We agree with the proposed form requirements for completing a Charter template. It is short and 

precise and includes an optional heading for provider to include any additional information that 

they deem necessary. This will make it easily comprehensible for the users. 

However, as mentioned earlier the Charter should not only contain provider-set commitments 

but also include ComReg-set Minimum Quality of service standards. ComReg needs to clearly 

outline what policies in a given area are mandatory for services to be provided and what are 

flexible for the providers to choose. And this then should be explicitly mentioned in the Charter for 

the customers to see. 

 

 
8. Do you agree with the proposal that providers publish an initial Charter on their website on 2 

October 2023, containing monthly Charter commitments, and are allowed to update the Charter 

each quarter thereafter? If yes, please explain why and, if no, please provide specific alternative 

suggestions. 

Yes, we believe Option 2 is the most suitable with Monthly commitments and Quarterly 

updates to be published by providers. This option is achievable as well adequately frequent. 

 

 
9. Do you agree with the proposal that providers be required to ensure all customers are made 

aware of the Charter, and otherwise ensure the Charter is available on request and in accessible 

format? If yes, please explain why and, if no, please provide specific alternative suggestions. 

We agree with ComReg’s choice of option 2 where notification to customers regarding the 

existence of a Charter is included as part of pre-contractual information. However, in reality, 

customers are frequently provided with a variety of pre-contractual information and there is a 

possibility that customers might miss out on this charter notification. Therefore we propose 
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that option 3 should also be added to option 2 where a separate notification about the charter is 

included on bills on a monthly basis. This way customers will be regularly made aware of the 

charter and its accessibility. 

 

 
10. Do you agree with the proposed Charter content and the form in which commitments around 

core customer service, are to be expressed in a Charter? If yes, please explain why and, if no, 

please provide specific alternative suggestions. 

We agree with the proposed Charter content and the form in which commitments around core 

customer service are to be expressed in the Charter. However, we recommend that ComReg 

should make it mandatory for providers to put phone numbers as a means of customer service 

as it is the most effective and convenient method of providing customer service. And in cases 

where it is simply impossible for a provider to have a phone service, they should include the 

number of hours/days that it will take the provider to respond to the online query/complaint. 

Failing to handle the query/complaint within that time frame, the provider should be 

sanctioned. 

 

 
11. Do you agree with the proposed Charter content around complaint handling? If yes, please explain 

why and, if no, please provide specific alternative suggestions. 

No, we do not agree with the proposed Charter content around complaint handling. We think it 

is still important to include the code of practice. In order to avoid duplication, we recommend 

that the Charter should include a plain english brief summary of the code of practice and a web 

link or information on where the customers can access the full version. 

 

 
12. Do you agree with the proposed Charter content and the form in which commitments around 

connections, are to be expressed in a Charter? If yes, please explain why and, if no, please provide 

specific alternative suggestions. 
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We agree with the proposed Charter content and the form in which commitments around 

connections are to be expressed in a Charter. The proposal clearly states the two key scenarios 

that can arise in connecting a new property and/or service and what providers need to do in 

each case. The actions listed to be taken in each scenario are adequate. 

 

 
13. Do you agree with the proposed Charter content and the form in which commitments around 

billing and refunds, are to be expressed in a Charter? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 

We agree with the proposed Charter content and the form in which commitments around 

billing and refunds are to be expressed in the Charter. We recommend that ComReg should 

sanction providers that fail to give compensation or similar and this information should also be 

included in the Charter so that customers are aware. 

 

 
14. Do you agree with the proposed Charter content and the form in which commitments around 

outages and repairs, are to be expressed in a Charter? If yes, please explain why and, if no, 

please provide specific alternative suggestions. 

We agree with ComReg’s proposal that providers commit to making information generally 

available on the outage issue and estimated service restoration time. Communication 

outages are uniquely disruptive, individuals who are using only one service are often not 

made aware of the reason for the outage and for how long it will occur. 

Both cases of planned and unplanned outages have been given consideration by ComReg. If 

planned outages are to occur, it is the right of the consumer to know when and for how long 

will the outage take place. It is understandable for unplanned outages since providers are 

not directly responsible for restoring service therefore, they cannot have prior information. 

But providers should have contingent plans and arrangements for when they do occur. For 

these reasons, ComReg’s proposal is suitable. 
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15. Do you agree with the proposed Charter content and the form in which commitments around 

disconnection for non-payment of bills are to be expressed in a Charter? If yes, please explain 

why and, if no, please provide specific alternative suggestions. 

We do not agree with the proposal in its entirety. While we think providers should have the 

flexibility to choose to offer their own customers specific commitments regarding customer 

service in the case of non-payment of bills, it should be made mandatory for all providers to 

commit to a specific minimum notice period before disconnections. The length of the notice 

period can be decided by the providers but not giving any notice or a warning to the user 

before disconnection would be unfair. We further emphasize that ComReg should push for 

providers to give daily reminders to users for a minimum of 3 to 5 days before disconnecting 

services. This is a common practice in various countries. 

 

 
16. Do you agree with the proposed Charter content around switching services? If yes, please explain 

why and, if no, please provide specific alternative suggestions. 

No, we do not agree with the proposed Charter content around switching services. Even if it 

makes up for only 8% of the reported issues, it is still a significant problem, and we think not 

enough research has been done on what the customer key rights should be around switching. 

ComReg should conduct market research to figure out what other issues customers are facing 

when it comes to switching, besides delays, issues in accessing handset unlocking codes, and 

customers losing their numbers when switching mobile providers. 

17. Are there any other areas and/or content you think should be included in a Charter? If yes, please 

explain and provide specific suggestions. 

Chambers Ireland does not have any additional suggestions to make or content to add to the 

Charter. 
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18. Do you agree with the proposal that providers report their performance against 

Charter commitments to ComReg on a quarterly basis, and arrange and pay for an 

independent audit of performance reports on an annual basis? If yes, please explain 

why and, if no, please provide specific alternative suggestions. 

We agree with ComReg’s choice of option 3 where an ongoing evaluation is carried 

out. Sub- option 3b with a Quarterly reporting is suitable, additionally we recommend 

that for one-year sub-option 3a should be applied and a monthly reporting should be 

carried out so that a consistency is formed and after 12 months providers can switch 

to quarterly reporting. The choice of sub option 3h where providers are required to 

arrange for a report to be audited once a year is suitable and adequate. 
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5 Eir  
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1 CXi Ireland Customer Experience Report 2022 - 
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https://thecxcompany.com/wp- 

content/uploads/2022/10/TCXC-2022-CXi-Report_Digital-

PDF-Version-FA.pdf 

https://thecxcompany.com/wp-content/uploads/2022/10/TCXC-2022-CXi-Report_Digital-PDF-Version-FA.pdf
https://thecxcompany.com/wp-content/uploads/2022/10/TCXC-2022-CXi-Report_Digital-PDF-Version-FA.pdf
https://thecxcompany.com/wp-content/uploads/2022/10/TCXC-2022-CXi-Report_Digital-PDF-Version-FA.pdf
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2 Customers were asked about the extent to which they were satisfied that the 
service they signed up to had met their expectations and needs, the mean score was 
7.9 out of 10 for mobile phone service and 7.71 out of 10 for home broadband 

• 

• 
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3 In Q4 2022, consumers completed 359 phone surveys in relation to queries, 308 
phone surveys in relation to complaints, and 80 e-mail surveys in relation to 
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complaints. https://www.comreg.ie/media/2023/02/ComReg- 2315.pdf 

https://www.comreg.ie/media/2023/02/ComReg-2315.pdf
https://www.comreg.ie/media/2023/02/ComReg-2315.pdf
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4 Para 1.10 of the consultation. 
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5 BEREC Guidelines detailing Quality of Service Parameters 
https://www.berec.europa.eu/en/document- categories/berec/regulatory-best-
practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0 6 

https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
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https://www.irishtimes.com/technology/2023/04/11/eir-turns-to-robots-to-improve-
poor-customer-care-record/ 

https://www.irishtimes.com/technology/2023/04/11/eir-turns-to-robots-to-improve-poor-customer-care-record/
https://www.irishtimes.com/technology/2023/04/11/eir-turns-to-robots-to-improve-poor-customer-care-record/
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7 CRU Electricity and Gas Suppliers' Handbook 2023 
https://www.cru.ie/publications/27207/ 

https://www.cru.ie/publications/27207/
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8 BEREC Guidelines detailing Quality of Service Parameters 
https://www.berec.europa.eu/en/document- categories/berec/regulatory-best-
practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0. 9 

https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
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ComReg Customer Charter https://www.comreg.ie/media/2016/03/Customer-
Charter-ComReg_2017_Final.pdf 

https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
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10 National Adult Literacy Agency 2023 (NALA) https://www.nala.ie/plain-
english/plain-english-tips/ 
11 Commission Implementing Regulation (EU)of 17.12.2019 establishing a template 
for the contract summary to be used by providers of publicly available electronic 

https://www.nala.ie/plain-english/plain-english-tips/
https://www.nala.ie/plain-english/plain-english-tips/
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communications services pursuant to Directive (EU) 2018/1972 of the European 
Parliament and of the Council https://ec.europa.eu/info/law/better-regulation/have- 
your-say/initiatives/11698-Contract-summary-template-for-electronic-
communications-service-providers_en 

https://ec.europa.eu/info/law/better-regulation/have-your-say/initiatives/11698-Contract-summary-template-for-electronic-communications-service-providers_en
https://ec.europa.eu/info/law/better-regulation/have-your-say/initiatives/11698-Contract-summary-template-for-electronic-communications-service-providers_en
https://ec.europa.eu/info/law/better-regulation/have-your-say/initiatives/11698-Contract-summary-template-for-electronic-communications-service-providers_en
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12 ComReg Customer Charter https://www.comreg.ie/media/2016/03/Customer-

Charter- ComReg_2017_Final.pdf 

https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
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13 BEREC Guidelines detailing Quality of Service Parameters 
https://www.berec.europa.eu/en/document- categories/berec/regulatory-best-

https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
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practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0. 

https://www.berec.europa.eu/en/document-categories/berec/regulatory-best-practices/guidelines/berec-guidelines-detailing-quality-of-service-parameters-0
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14 Emergency Call Answering Service Annual Review 2021 
https://www.gov.ie/pdf/?file=https://assets.gov.ie/249916/d8de0
0b6-4eee-4a22-95fa- 4085ebc31c27.pdf#page=null 

14 
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15 Guidelines for preparation 
https://www.gov.ie/pdf/?file=https://assets.gov.ie/7426/0b9255a998ee44f886ec54f10

15 



 

Page 104 of 272  

0b5021d.pdf#page=1 
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ComReg 23-14 Customer Charter 

Questions Imagine Response 12/05/2023 

Imagine welcomes the opportunity to respond to the “Proposals for Implementing a 
Customer Charter” Consultation. 

 

Imagine are an industry-recognised innovator, in the use of 4G, LTE Advanced and 
5G Fixed Broadband technologies providing high speed broadband access to 
consumers in Irelands ‘Digital Desert’. Additionally, Imagine underpin the delivery of 
our product set with the highest standard of customer care, a fact recognised by 
independent rating agencies such as “Trust Pilot”. Furthermore during 2022, Imagine 
were awarded 2022 Team of the Year by CXIA, a body that measure and manage 
‘Customer excellence’ as well as receiving additional nominations in recognition of our 
customer focused service. Furthermore, Imagine implement a very stringent code of 
practice, incorporating focused SLAs to reinforce customer expectations. 

 

Imagine, request therefore that the responses to this consultation, as undernoted, are 
weighted against this backdrop. 

 

Q. 1 Introducing Charter requirements: Do you agree with 
the proposal that ComReg should introduce 
requirements for providers of IAS and ICS to prepare, 
publish and keep updated a Charter? If yes, please 
explain why and, if no, please provide specific alternative 
suggestions 
 
We do not agree that a Charter is required for providers of IAS and ICS that they are 
obligated to publish and keep updated. Customer satisfaction with service levels is a 
not an absolute. Rather, it is a combination of expectation and delivery. In many cases, 
expectation can be a function of the particular product or service the customer chooses 
and that choice itself is a combination of economics and service needs. The 
proposition that there is a baseline of ‘customer service’ is itself flawed and represents 
a poor articulation of what good customer service represents. ComReg’s approach 
appears to be to attempt to standardise ‘customer service’ by formulating a 
standardised set of metrics and then shoehorn different customer expectations and 
deliveries into some arbitrary comparison process that will not serve either the industry 
or the customer well. 
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Also, we do not believe that the approach outlined is technology agnostic. Rather, it 
appears to be formulated primarily as a means of comparing fibre services. This 
singular and narrow approach will significantly undermine non-fibre providers and 
provide a false and misleading comparison to customers in the many parts of the 
country that are not capable of getting such service. It is disappointing that ComReg is 
not mindful of this and the negative impact these ‘one-size-fits-all’ proposals will have. 

 
The obligations associated with ComReg’s proposals are onerous on smaller 
operators in particular. The cost and overhead is significant and ComReg’s approach 
does not differentiate sufficiently between differing products, service standards, 
approaches and market shares. Smaller operators in particular have imposed upon 
them the same reporting obligations of very large operators with no account taken of 
their ability to carry such a burden without having to either pass the cost on to the 
customer – a cost they don’t want – or impact already narrow margins. In imposing 
obligations ComReg should be very mindful of the cost and benefit associated with 
their proposals. These proposals are absent of any economic justification and rest 
solely on ComReg’s perception of what both customers and the industry ‘should’ do. In 
this, in our opinion, ComReg are mistaken. The market is functioning adequately with 
customers making informed choices every day without the need to refer to some ‘one 
size fits all’ set of metrics to help them make a basic choice. 
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Q. 2 Overarching approach to introducing a Charter: Do 
you agree with the proposal that the Charter will contain 
provider-set commitments, with ComReg to monitor and 
evaluate implementation of the Charter requirements and 
the levels of customer service committed to and 
implemented by providers for their adequacy before 
deciding whether to seek to move to the specification of 
Minimum Quality of Service Standards, and/or seek to 
require any Minimum Quality of Service Standards 
information is included in a Charter? If yes, please explain 
why and, if no, please provide specific alternative 
suggestions. 
 

Notwithstanding our opinion in Q.1, if a charter is to be introduced, we agree that 

Option 2 is the appropriate option to implement. However, we completely disagree with 

reservation of “..the power to impose Minimum Quality of Service Standards at any 

time, following an adequacy review, should ComReg consider that option 2 (the level 

of customer service committed to and/or implemented by some or all providers of IAS 

and ICS) does not ensure effective consumer protection or that the Charter objectives 

are met, ComReg may seek to move to options 3 or 4.” This is overreach at this stage 

in the process and effectively conflating this consultation in such a manner as to give 

ComReg further scope to expand this beyond Option 2 without further consultation and 

appropriate justification is inappropriate and unnecessary. 
 

Furthermore, in relation to 4.1 and covered below, we do not agree with a provider-led audit 

requirement which is further discussed below. 
 



 

Page 113 of 272  

Q. 3 Providers that Charter requirements will apply to: Do 
you agree with the proposal that Charter requirements 
will apply to providers of IAS and/or number-based 
interpersonal communications services with a market 
share of 0.5% or greater? If yes, please explain why and, if 
no, please provide specific alternative suggestions. 
 
See the response to Q.1 above, as these points are also relevant in 

this question. We agree that Options 1 and 2 are appropriate. 

If such a charter is to be imposed, the limit of 0.5% market share is not the correct 
threshold upon which to mandate the imposition of this burden. To have any meaningful 
value to the market as a whole (and therefore to average customers in the market) it is 
our view that a 5% share of the market as a whole is the minimum level at which such 
an obligation should be imposed. At ComReg’s proposed level of 0.5% this means that 
for an operator at this share, the information they must collate, publish, and maintain 
(at their cost) will be of no interest or relevance at all to 99.5% of the market. This is a 
singularly inappropriate level at which to impose the obligations and will serve only to 
further weaken smaller operators and provide no impetus whatsoever to achieve the 
purported ambition of the charter – to improve customer’s service and experience. 

 
To obligate these requirements at a market share below 5% of the entire market will 
only increase costs and have no overall benefit at all. 

 

Q. 4 End-users that a Charter will address: Do you agree 
with the proposal that providers will be required to prepare, 
publish, and keep updated a Charter that address all 
consumers, microenterprises, small enterprises, and not-
for-profit organisations? If yes, please explain why and, if 
no, please provide specific alternative suggestions. 
 
We agree that Option 3 is appropriate. 
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Q. 5 High-level Charter contents: Do you agree with the 
proposal that a Charter will contain both general 
information on providers’ customer service policies, and 
specific commitments as to the level of customer service 
an individual customer can expect to receive in a given 
period? If yes, please explain why and, if no, please 
provide specific alternative suggestions. 
 

We do not agree that both Options 1 and 2 are appropriate. At this stage it is more 

appropriate to improve the information available to customers on their provider’s 

customer service and, by acting as a “one stop shop” which will make it easier for 

customers to find that information. Mandating customer service improvements using 

Option 2 presumes (without evidence) that such improvements are required and 

economically justified for both the customer and the provider. Also, ComReg have 

provided no basis for how such ‘comparisons’ can meaningfully be made across 

varying technologies to ensure that the correct emphasis is placed when comparing 

completely different service delivery models and economic drivers. Implementing such 

an option in advance of industry acceptance of the mechanisms to be used – in 

particular ensuring technology neutrality – is completely unacceptable at this stage. 
 

Q. 6 Overarching Charter form: Do you agree with the 
proposal that providers must prepare, publish, and keep 
updated a Charter in accordance with a ComReg-
specified template? If yes, please explain why and, if no, 
please provide specific alternative suggestions. 
 
We do not agree that Option 4 is appropriate. Implementation of a customer charter that 
is fit for purpose is the more desirable outcome from this process. Mandating a common 
‘charter’ again presumes (without evidence) that such charters can meaningfully be 
‘compared’ across varying technologies. Implementing such an option in advance of 
industry acceptance of the mechanisms to be used – in particular ensuring technology 
neutrality – is completely unacceptable at this stage. 
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Q. 7 Charter template: Do you agree with the proposed 
form requirements for completing a Charter template? If 
yes, please explain why and, if no, please provide specific 
alternative suggestions. 
At Imagine we strive to remain consistent in our tone of voice and language. 
Therefore, we would not agree to a charter template which could, in our view, serve 
to confuse customers. Our preference is option 1: Do Not Specify Form 
Requirements. 

 
Furthermore, in relation to 5.33, we do not believe it is appropriate to set out a 
compensation schedule on in a generic format like a customer charter, particularly 
when certain technologies are reliant on the service of third-party providers e.g., ESB 
Networks. At Imagine, we believe we have industry leading customer service levels 
and pride ourselves on treating our customers fairly and compensate customers 
where appropriate, which will continue. 

 

Q. 8 Publishing and updating a Charter: Do you agree with 
the proposal that providers publish an initial Charter on 
their website on 2 October 2023, containing monthly 
Charter commitments, and are allowed to update the 
Charter each quarter thereafter? If yes, please explain 
why and, if no, please provide specific alternative 
suggestions. 
 

We do not agree that Option 2 is appropriate. The overhead associated with monthly 

(effectively ongoing) updates is unnecessary and place an overhead/ burden on 

operators – particularly smaller operators- that is unnecessary and affords the 

customer no additional benefit whatsoever. It is our view that Option 5 is more 

appropriate at this early stage and over time, should the evidence support it and 

following further consultation, the potential to further refine it is available. 
 

Furthermore, the requirement for all providers to publish on the same date is unrealistic 

as it does not factor in smaller resourced providers who may not be able to web release 

after a weekend. Our recommendation is that providers will be required to update the 

charter within the first working week. 
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Q. 9 Notifying customers: Do you agree with the proposal 
that providers be required to ensure all customers are 
made aware of the Charter, and otherwise ensure the 
Charter is available on request and in accessible format? 
If yes, please explain why and, if no, please provide 
specific alternative suggestions. 
 

We agree that Option 2 is appropriate. The charter will be available on the website and 

new customers will be informed where to find their charter during the sign-up process. 
 

However, in relation to 5.55, it's unrealistic to expect providers with smaller service 

teams to provide durable medium charters within 48 hours. A more realistic option 

would be within 5 working days in an electronic medium and within 15 working days in 

a physical format submit to fair administration charges. 
 

Q. 10 Charter content (core customer service): Do you 
agree with the proposed Charter content and the form in 
which commitments around core customer service, are 
to be expressed in a Charter? If yes, please explain why 
and, if no, please provide specific alternative suggestions. 
 

While our primary stance remains that a charter is unnecessary, we agree that it is 

reasonable to include information on contact channels, their availability, relevant 

conditions, and escalation procedures in the charter's contents. Customers should 

have easy access to this information, and transparency is in the service provider's best 

interest to manage their expectations effectively. 
 

Imagine offers multiple contact channels, all of which are equally available to our 

customers. These channels are provided at the point of sale, on our website's landing 

page and dedicated contact page, and through our customer service representatives. 

We are committed to providing excellent customer service, as reflected in the awards 

we have received and the positive customer service ratings we consistently achieve. 
 

We hold a different view regarding the practice of providing maximum initial response 

times, as well as the implementation of self-imposed penalty systems. In reality, the 

lead times for resolving various queries received by customer service teams, may vary 

greatly. For instance, a technical support query would require a different resolution time 
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compared to a billing query. Implementing such a system would present significant 

challenges and may be unreasonable, with potential operational consequences. 

Therefore, providing an average initial response time may be a more practical 

approach to providing customers with some transparency. However, as this is based 

on an average of all queries, there may be instances where queries exceed the 

average response time. 
 

We are a wireless operator with infrastructure that is reliant upon input from third party 

vendors. While we have robust SLA's in place to manage these relationships, 

nonetheless the possibility exists for unforeseen events to present and circumvent 

these agreements. 
 

Q. 11 Charter content (complaint handling): Do you agree 
with the proposed Charter content around complaint 
handling? If yes, please explain why and, if no, please 
provide specific alternative suggestions. 
 

Although our overarching view is that a charter is not necessary, we acknowledge that 

it may be beneficial to include a portion of the provider's existing complaint handling 

code of practice in the charter's contents. This inclusion will inform customers of the 

existence of the complaint handling code of practice and where they can access the 

relevant information in the event, they need to make a complaint. 
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Q. 12 Charter content (connections): Do you agree with 
the proposed Charter content and the form in which 
commitments around connections, are to be expressed in 
a Charter? If yes, please explain why and, if no, please 
provide specific alternative suggestions. 
 

We pride ourselves on the service levels provided to customers throughout their 

provisioning experience from point of sale to completion. We feel that the proposed 

charter is too restrictive in scope as it does not consider geographic considerations for 

service providers, nor does it factor in all types of broadband connections currently 

available in the market. It appears to be primarily focused on fibre connections and 

whether they are “in-Situ” or a new connection. Additionally, it is unrealistic to measure 

service levels for customers who reside in the CSO areas and those who reside in 

rural or semi-rural areas using the same metrics. 
 

Q. 13 Charter content (billing and refunds): Do you agree 
with the proposed Charter content and the form in which 
commitments around billing and refunds, are to be 
expressed in a Charter? If yes, please explain why and, if 
no, please provide specific alternative suggestions. 
 

Notwithstanding our opinion in Q.1, we acknowledge that it may be beneficial to include 

a portion of the provider's existing billing and refunds code of practice in the charter's 

contents. This inclusion will inform customers of the contact channels, their availability, 

relevant conditions, how customers will receive refunds and escalation procedures in 

the charter's contents. Customers should have easy access to this information, and 

transparency is in the service provider's best interest to manage their expectations 

effectively. 
 

However, we hold a different view regarding the practice of providing maximum initial 

response times, as well as the implementation of self-imposed penalty systems. Given 

the nature of billing, any credits applied to a customer account will not appear until their 

next bill cycle which can range from monthly, bi-monthly, quarterly or annually. Refunds 

are also subject to bill cycles as the consumers invoice needs to show a credit balance 

in order for a refund to be processed. Therefore, the customer’s bill cycle should be 

taken into account. Providing an average initial response time may be a more practical 

approach to providing customers with some transparency. However, as this is based 
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on the customers billing cycle, there may be instances where queries exceed the 

average response time. 
 

Q. 14 Charter content (outages and repairs): Do you agree 
with the proposed Charter content and the form in which 
commitments around outages and repairs, are to be 
expressed in a Charter? If yes, please explain why and, if 
no, please provide specific alternative suggestions. 
 

We agree with the need to provide our customers with timely and relevant 
information about issues, outages, and repairs. 

 

Imagine agrees with the proposed threshold of more than 1% of the national user 
base of that service for specific Charter commitments around providing information 
on outages. 

 

In terms of minimum notice period before any planned outages affecting service for 
more than 1% of the national user base occur, Imagine believe that this could be 
provided for works related to upgrades and future enhancement of the network that 
are generally planned well in advance but must also factor in situations where 
approval by third parties to carry out such work can often occur at short notice. 

 

With respect to unplanned outages, Imagine agree that this should be included in 
terms of a maximum timeframe for making information available on an issue 
affecting service for more than 1% of the national user base, from the time a 
provider becomes aware of the issue, subject to appropriate working hours. In terms 
of restoring service in the event of an outage Imagine have multiple equipment 
vendors, site providers, reactive maintenance providers and third-party network 
service providers who in turn may also have a dependency on other network service 
providers. Each of these offer a wide variety of SLA for restoration and provision of 
updates along with associated conditions all of which need to be considered in 
determining an overall and simple to understand commitment. 
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Q. 15 Charter content (disconnection policy): Do you 
agree with the proposed Charter content and the form in 
which commitments around disconnection for non-
payment of bills are to be expressed in a Charter? If yes, 
please explain why and, if no, please provide specific 
alternative suggestions. 
 
Notwithstanding our opinion in Q.1, we acknowledge that it may be beneficial to 
include a portion of the provider's existing disconnection and reconnection policies. 
This inclusion will inform customers of the support available when having difficulty 
paying their bill, how we restrict server and/or disconnect, how to reconnect and any 
fees which they may incur. Customers should have easy access to this information, 
and transparency is in the service provider's best interest to manage their 
expectations effectively. 

 

Q. 16 Charter content (switching services): Do you agree 
with the proposed Charter content around switching 
services? If yes, please explain why and, if no, please 
provide specific alternative suggestions. 
 

Imagine strongly believe that establishing robust mechanisms to facilitate 'switching' is a 

crucial element when it comes to building consumer confidence in the switching 

process and indeed the market as a whole. Therefore, we have invested significant 

time and resources to ensure the successful implementation of this approach, actively 

participating as members of the industry forum that shaped the IPM/Vendor solution 

for FNP. Additionally, we are currently members of an industry subgroup working 

towards a comparable process to facilitate IASS. Therefore, by extension we broadly 

support the switching objectives outlined in articles 90 and 91. 
 

Q. 17 Charter content (other): Are there any other areas 
and/or content you think should be included in a Charter? 
If yes, please explain and provide specific suggestions. 
 

No comment. 
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Q. 18 Evaluating performance: Do you agree with the 
proposal that providers report their performance against 
Charter commitments to ComReg on a quarterly basis, 
and arrange and pay for an independent audit of 
performance reports on an annual basis? If yes, please 
explain why and, if no, please provide specific alternative 
suggestions. 
 
We do not agree that Option 3 is appropriate. The overhead associated with this option 
is overkill at this stage in the process and again places a burden on operators that 
cannot easily be absorbed. The rationale assumes, without evidence, that the process 
will be fully automated with ‘marginal cost’ but in reality, significant manual work will be 
required in many instances. It is often the case that the systems stack required to ‘fully 
automate’ such a requirement is not easily (or at all) implementable – particularly for 
smaller operators and ComReg appear to have completely dismissed such a situation. 

 
With regard to auditing, we completely disagree that such a requirement is necessary 
at this stage. Again, this requirement adds little or nothing to the concept of a charter 
and appears to be for regulatory benefit alone without any material consideration given 
to the costs and benefits associated with such an obligation. The imposition of ‘nice to 
have’ obligations on operators each incrementally adds to the regulatory and 
compliance burden on operators and will inevitably lead to cost increases that cannot 
be sustained without passing them through to customers. The imposition of further 
cost burdens on operators with the necessary regulatory evidence is not acceptable. 

 
With regard to the reporting obligations, in general ComReg have been escalating 
these burdens materially on operators recently and further adding to this burden is 
unwelcome and where necessary should be avoided. It is our clear view that, in the 
absence of clear evidence, annual reporting is sufficient and allows material progress 
on the issue to be obtained without unnecessarily complicating the issue or adding to 
the regulatory burden already being carried. 
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Q. 19 Performance reporting: If you have any specific 
comments on ‘Schedule 3: Customer Charter Data 
Dictionary and Reporting Template’ published alongside 
this consultation (summarised in Table 2), please 
provide these in response to this question. 
 

We acknowledge the goal of having a degree of similarity in the way that providers’ 
Charter commitments are defined and measured and that performance against those 
commitments is calculated and expressed in a similar way, to ensure a degree of 
comparability between different providers’ it should also be ensured that these 
definitions take account of the different nature of the providers and services they 
provide in order not to distort the relative performance of for example, different types 
of technology, in such a way as to unfairly promote or create  an advantage to 
certain providers. 

 
In terms of the specific measurements defined in the data dictionary Imagine has no 
additional comments other than that the definitions should reflect the feedback 
provided in the responses to previous questions and use the most appropriate 
calculation of time e.g. working hours/days instead of clock hours which would be an 
inappropriate measurement. 

 
 

Q. 20 Regulatory impact assessment: Do you agree with 
ComReg’s Regulatory Impact Assessment and the 
preliminary conclusions as set out? If yes, please 
explain why and, if no, please provide specific 
alternative suggestions particularly with respect to the 
benefits and costs identified, including any evidence to 
support quantifying such benefits and costs. 
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We agree that Option 2 is the appropriate option to implement. However, we 

completely disagree with reservation of “..the power to impose Minimum Quality of 

Service Standards at any time, following an adequacy review, should ComReg 

consider that option 2 (the level of customer service committed to and/or 

implemented by some or all providers of IAS and ICS) does not ensure effective 

consumer protection or that the Charter objectives are met, ComReg may seek to 

move to options 3 or 4.” This is overreach at this stage in the process and effectively 

conflating this consultation in such a manner as to give ComReg further scope to 

expand this beyond Option 2 without further consultation and appropriate 

justification is inappropriate and unnecessary. 
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7 Magnet  
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Response to Consultation on “Proposals 
for Implementing a Customer Charter” – 
ComReg 23/14 
Magnet welcome the opportunity to respond to the current consultation and the focus 

of our response is on the proposal 0.5% threshold proposed by ComReg for defining 

the Relevant Service Provider. While Magnet has calculated its market share in the 

voice and broadband markets to be under 0.3%, and thus outside the threshold, we 

nevertheless consider the proposed threshold to be too low. 

The European Electronic Communications Code (EECC) Directive is heavily underpinned 

by the principle of proportionality across wide range of issues1. Under the General 

Objectives of the Code, as covered by Art. 3, regulators must ensure that it acts “impartially, 

objectively, transparently and in a non-discriminatory and proportionate manner”. The 

requirement to observe this principle of proportionality extends even to imposition of 

obligations on operators with Significant Market Power (SMP) by “having regard, where 

possible, to the costs and benefits” of the obligations imposed by ComReg. 

It is unclear to Magnet how ComReg has “objectively” settled on a proposed 

threshold of 0.5% market share for defining a Relevant Service Provider (RSP) 

which will be subject to the Customer Charter requirements. In setting the threshold 

at this level it is not clear what criteria was adopted by ComReg and no consideration 

appears to have been given to the “cost and benefits” of such a policy. Larger 

retailers such as Eircom, Vodafone, VMI and Sky enjoy a significant economy of 

scale advantages over smaller operators. Increasing the regulatory “burden” on 

these operators, while likely to be unwelcome and seen as overly intrusive from 

their perspective, is not comparable to the impact on operators a fraction of their 

size. It is obvious the internal demand on resources at these larger entities to 

develop, maintain and report on the Customer Charter is very small in terms of unit 

costs compared to operators of Magnet’s size. 

By way of illustration if we assume that the increased regulatory burden resulted in 

annual operating cost increase of €50k to all operators. This would result in a €6.25 

per sub per annum increase to a broadband provider just at the 0.5% threshold. 

Meanwhile, based on ComReg’s QKDR data, this same cost could be absorbed at 

Irelands largest retailer for less c€0.11 per customer. These are material and 

potentially distortionary differences. 

To give further context to the disproportionate nature of the burden imposed on 
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smaller operators, based on ComReg’s own data presented in Chapter 3 of the 

consultation in Q4 2022, ComReg received 237 “ECS Fixed” complaints. Assuming 

these complaints were evenly distributed across operators then an operator with 

c0.5% market share would account for an average of just 1 complaint per quarter. If 

the Customer Charter managed to reduce this by 20/30/50% what ComReg must 

consider is whether such a reduction to an already very low average would justify an 

annual per subscriber cost increase by up to the aforementioned €6.25 per 

subscriber for all subscribers (this actual figure could 
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be higher or lower than this depending on the operator). By any objective measure 

this would appear to be disproportionate even if ComReg statistics only relate 

complaints they receive directly. 

Increased infrastructure competition in recent years, while obviously welcomed, has 

also resulted increased costs to SPs that have had to develop APIs into new 

providers such as SIRO and NBI. This has also increased management and agent 

training costs. Adding an additional layer of costs to smaller operators on basis of 

an arbitrary and very low threshold of <1% could have a distortionary effect on the 

market particularly as is clear from the consultation this may only be the start of 

the regulatory burden imposed on operators under the Customer Charter 

requirements. A more considered approach in determining the appropriate 

threshold should take account of the investment challenges and circumstances of 

smaller operators. 

Magnet are of the view that ComReg has already established appropriate 

thresholds to differentiate between larger and smaller operators in its Quarterly 

Reports. In this regard we note that ComReg’s policy is only to break out the 

market share of operators with greater than 2% market share. The remaining 

allocations is bundled under a single heading i.e. “OAOs”. This threshold covers 

93% of the Fixed Broadband Subscriber Line and 95.2% of the Fixed Voice 

Telephony markets. In the interest of consistency, regulatory certainty and 

proportionality there is seems no obvious reason to depart from the 2% 

differentiator in setting a threshold for the Customer Charter. In both cases ComReg 

can have comfort that only a very small percentage of customers are excluded and 

so a significant “halo” effect is sure to persist in terms of customer care to the small 

number of customers not covered. 

Article 5 (4) of the Treaty of the European Union lays down the principle of 

proportionality as not imposing a burden on “the individual that is excessive in 

relation to the objective sought to be achieved”2. It is difficult to see how a scenario 

where the objectives of the EECC Customer Charter provisions would be 

comprised where well over 90% of retail customers would be covered by the “2% 

threshold” being proposed by Magnet. Smaller operators will have an incentive to 

ensure its customers receives a high-quality service or they will be at risk of losing 

those customers to those operators with greater than 2% market share. By contrast 

where such smaller operators are required to devote disproportionate resources to 

address the regulatory burden of the Customer Charter being proposed by ComReg, 

this could have the opposite effect intended by the Charter i.e. customers could end 

up with a lower level of service due to the internal demand on resources. 
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8 National Disability Authority (NDA)  
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NDA submission to ComReg regarding 

Proposals for Implementing a Customer 

Charter 

 

May 2023 

Introduction  
The National Disability Authority (NDA), as the independent statutory body, provides 

information and advice to the Government on policy and practice relevant to the lives 

of persons with disabilities. We have a role to assist the Minister for Children, Equality, 

Disability, Integration and Youth in the co-ordination of disability policy. We work 

through our Centre for Excellence in Universal Design to promote universal design in 

the creation of digital and physical environments including services and systems so 

that they can be easily accessed, understood and used by everyone, including 

persons with disabilities. 

The NDA wishes to make a submission in respect of ComReg’s Proposals for 

Implementing a Customer Charter which is currently open for public consultation. We 

note that much of the content in this proposal is directed at operators, however as it 

has a direct relationship to, and impact upon, end-users and consumers it is important 

that the needs of persons with disabilities and older adults are considered at all stages 

in this process. 

In this submission, we will refer to specific sections, subsections, and clauses, as well 

as to the twenty questions which underpin the proposed charter. For referential 

purposes they will be indicated by their designated number in parentheses. We note 

that not all questions are relevant to end-users.  We will therefore confine our input to 

those which we deem most relevant. However, if ComReg notes that comments 

provided here appear to be relevant to other sections, subsections, clauses or 

questions, they should feel free to apply a holistic approach and consider our remarks 

in the broader context of the entire proposal for the customer charter. 

http://universaldesign.ie/
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Importance of Communications for persons with 
disabilities  
The importance of a universally designed customer charter, which takes the needs of 

persons with disabilities into account cannot be overstated (Q1). Communications play 

a crucial role in empowering people with disabilities to participate in everyday life and 

the activities of their communities. Ensuring that the design and implementation of a 

communications infrastructure takes the needs of everyone into account is considered 

crucial to the ongoing inclusion of persons with disabilities in education, employment, 

and leisure activities, and to enable all individuals to engage in active citizenship. The 

capacity to participate in conversations with friends and family, to engage in retail 

activities, to watch a show on a streaming-service or to conduct medical transactions, 

using universally designed devices and communications infrastructure facilitates 

greater independence for persons with disabilities and older people. 

The importance of integrated universally designed communication services is 

underpinned by Article 9 of the UN Convention on the Rights of Persons with 

Disabilities. Ireland ratified the UN Convention in 2018. Article 9 states that in order 

for persons with disabilities to live independently and fully participate in all aspects of 

life, they need to have access to the infrastructure, the built environment, information 

and communication processes and technologies and to other public facilities and 

services; all of which are key components of modern communications. The NDA notes 

that many facets of communications devolve onto individual service providers, 

however given its oversight and regulatory functions we consider it important to 

highlight the importance of following a Universal Design approach and thus facilitating 

the inclusion of all stakeholders, including persons with disabilities and older people. 

In this context therefore, the NDA advises that ComReg should adopt and implement 

a Universal Design approach when defining recommendations for the creation, 

implementation, and monitoring of customer charters across the sector, and indeed 

on all matters pertaining to consumer involvement. Incorporation of Universal Design, 

and inclusion of all stakeholders including persons with disabilities and older people 

at the earliest opportunities will enable a participatory approach to be taken, and will 

facilitate the involvement of everyone in the design and implementation of the 

proposed customer charter , as well as providing feedback on their operation. 

Therefore, we advise that part of each operator’s process of creating its charter should 

include wide-ranging and extensive consultation with its stakeholders, and in particular 

persons with disabilities. 

To assist ComReg in formulating its strategy, the NDA recommends communication 

and consultation with persons with disabilities, disabled persons organisations (DPOs) 

and older people to determine their needs with regards to all aspects of the customer 

journey outlined in the Draft Strategy Document. Ensuring an inclusive approach to 

engagement, based on universal design, will result in communications structures and 
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mechanisms which are easy to access, easy to understand and easy to use for 

everyone, including persons with disabilities and older people. In order to facilitate the 

inclusion of persons with disabilities and older people, the NDA has produced 

guidance to ensure that everyone can be included at all stages. This guidance 

document is entitled Participation Matters: Guidelines on implementing the obligation 

to meaningfully engage with disabled people in public decision making. These 

guidelines are a practical resource to support public officials at national and local level 

to meaningfully consult with and actively involve disabled people and their 

representative organisations in policy development and other decision making 

processes to meet obligations set out under the United Nations Convention on the 

Rights of Persons with Disabilities (UNCRPD). We would, therefore, strongly 

encourage further consultation with disabled persons organisations (DPOs)3 and 

persons with disabilities in respect of this proposed customer charter. 

Specific Information Relevant to Persons with 
Disabilities 
The NDA notes with regret the paucity of information and/or references to persons 

with disabilities throughout this consultation document. Chapter 3, describes the state 

of customer service in the Irish market. It outlines that it “sets out the available 

evidence around customer service levels in the Irish electronic communications 

services market, including availability and transparency of information about levels of 

customer service. 

Section (3.4) within the document presents various facts and figures, and in some 

cases the material includes specific references to older adults. Nowhere in any of the 

information provided is there any references to the viewpoint or lived-experience of 

persons with disabilities. It would be helpful to know if this information has been 

captured, and if so, we advise the importance of including same in the relevant 

documentation. If the information has not previously been gathered, the NDA would 

advise the importance of gathering and using data relevant to disability in order to 

inform future development of services and supports as relevant and appropriate.  

Question 4 in the consultation document reads in part: “Do you agree with the proposal 

that providers will be required to prepare, publish and keep updated a Charter that 

address all consumers…”). In order to adequately address this question, the NDA 

advises that any customer charter be developed in a manner which specifically and 

carefully considers the needs of persons with disabilities, and that survey, monitoring, 

and other instruments are designed in a manner which captures the viewpoint and 

lived experience of this demographic. This will necessitate the gathering of relevant 

 
3 Disabled Persons’ Organisations (DPOs) are organisations that are led by people with disabilities. 

These organisations are rooted in the principles and rights of the United Nations Convention on the 
Rights of Persons with Disabilities (UNCRPD). 

https://nda.ie/publications/participation-matters-guidelines-on-implementing-the-obligation-to-meaningfully-engage-with-disabled-people-in-public-decision-making
https://nda.ie/publications/participation-matters-guidelines-on-implementing-the-obligation-to-meaningfully-engage-with-disabled-people-in-public-decision-making


 

Page 132 of 272  

data in relation to this cohort of users. Furthermore, gathering of such data will 

enhance ComReg’s capacity to monitor performance of the customer Charter, 

referencing  in particular questions 17, 18 and 19 in the document (Q17, Q18,Q19). In 

order to assess its impact on persons with disabilities, the following non-exhaustive 

list of criteria should be considered: 

• Is relevant customer service information available via multiple channels? (Q9, 

Q17, Q18) 

• Is relevant customer service information available in an accessible format on 

any websites, mobile applications, or other digital medium? (Q9, Q18, Q19) 

• Is relevant customer service information readily available in alternative 

formats? (Q9, Q18, Q19) 

• Are complaints mechanisms available via multiple channels? (Q11, Q18) 

• Is information pertaining to complaints procedures available in an accessible 

format on any websites, mobile applications, or other digital medium? (Q11, 

Q18) 

• Is information pertaining to complaints procedures readily available in 

alternative formats? (Q11, Q18) 

• How many persons with disabilities have registered complaints with a 

provider, or with ComReg directly? (Q11, Q18, Q19) 

• What complaints, specifically relating to the accessibility of products and 

services provided by operators were registered with either ComReg directly, 

or with other relevant sectoral agencies? (Q17, Q18, Q19) 

• What was the outcome of the accessibility-related complaints? (Q11, Q17, 

Q18, Q19) 

• What was the level of satisfaction with the manner in which the accessibility-

related complaints were handled by the operators or ComReg? (Q11, Q17, 

Q18, Q19) 
In order to further refine the criteria captured by ComReg in respect of persons with 

disabilities, the NDA would be pleased to engage in further discussion with a view to 

offering advice and guidance on devising relevant KPIs for the sector. 

We are also pleased to advise that we have recently launched a revised and updated 

Customer Communications Toolkit for Services to the Public - A Universal Design 

Approach which contains guidance in designing customer-service experiences in 

written, spoken, and signed communication scenarios. We strongly encourage 

ComReg to re-examine the proposals for the Customer Charter to take account of the 

information provided in this document. 

European and National Legislation 
The NDA advises that ComReg will need to take account of the European 

Accessibility Act (EU) 2019/882, on the Accessibility Requirements for Products and 

Services (European Accessibility Act) in its proposals for developing customer 

https://universaldesign.ie/products-services/customer-communications-toolkit-for-services-to-the-public-a-universal-design-approach/
https://universaldesign.ie/products-services/customer-communications-toolkit-for-services-to-the-public-a-universal-design-approach/
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charters across the sector. Member states were obliged to transpose the European 

Accessibility Act (EAA) into national legislation by 28th June 2022 with 

implementation commencing from June 2025. Accessibility requirements are binding 

on public administration organisations and the private sector, that is, anyone who 

produces or provides products or services falling within the scope of the EAA. From 

28 June 2025 the legislation will apply to a wide range of products and services. Some 

examples of the types of products and services which may fall under ComReg’s remit 

include, but are by no means limited to: 

• Smartphones and other equipment for accessing telecommunication services 

• Devices for accessing audiovisual media services, such as digital TV receivers 

and digital televisions e-readers 

• IT and communications services such as telephony services (For example, 

mobile or landline telephones, tablets with telephony capability or other 

devices) 

• Services to access audio-visual media services 

It is important that this proposal, and any proposed actions deriving from it, are 

aligned with the requirements set out by the European Accessibility Act to ensure 

the greatest possible accessibility for all users including persons with disabilities. 

 
ComReg must also be aware of requirements with regards to the procurement and 

provision of services. Below is a non-exhaustive list of Statutory Instruments which 

have been created to cater for accessibility in public procurement activities. We 

provide them here in order to assist in understanding the provisions in the European 

Accessibility Act in respect of procurement of products and services.  

• S.I. No. 284/2016 - European Union (Award of Public Authority Contracts) 

Regulations 2016 

• S.I. No. 286/2016 - European Union (Award of Contracts by Utility 

Undertakings) Regulations 2016 

• It is also worth noting that the EAA contains a legal obligation for 

procurement of accessible ICTs including payment and self-service terminals 

as well as websites and mobile applications.  The Public Procurement 

Directives were updated in 2014 to require public services to procure ICT 

products under the specifications outlined in EN 301 549. The new Directives 

contain a significantly stronger focus on the use of public procurement to 

achieve social gains.  Accessibility is arguably one of the strongest social 

considerations within the text of the new Directives, however the NDA 

wishes to emphasise that accessibility features in ICT benefit everyone, not 

just persons with disabilities. Therefore, public procurers on top of it being a 

requirement under statue that they can also  justify inclusion of accessibility 

requirements on the grounds that it improves the quality of the product or 

service overall.  

It must be noted that Article 42 on Technical Specifications under the updated 

Public Procurement Directives significantly strengthens the obligations of 

https://ec.europa.eu/environment/gpp/eu_public_directives_en.htm
https://ec.europa.eu/environment/gpp/eu_public_directives_en.htm
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public bodies except in ‘duly justified cases’ to take into account accessibility 

criteria for persons with disabilities or design for all users. This is perhaps the 

most significant development in the updated directives as it requires all public 

bodies to include accessibility as a mandatory requirement in the public 

procurement of all goods and services for use by people, be they members of 

the public or employees of the government.    

Further to this, the NDA would like to remind ComReg that Section 27 of the 

Disability Act, 2005 requires the head of a public body to ensure that services 

provided and goods supplied to the public body are accessible to people with 

disabilities, unless that would not be practicable, would be too expensive, or would 

cause an unreasonable delay. 4 As such the statutory Code of Practice on Accessible 

Public Services and Information provided by Public Bodies highlights that procurers in 

public bodies should highlight accessibility "as a criterion to be considered 

throughout the entire tendering process (from drawing up and running tender 

competitions through tender evaluation and placing the contract to final debriefing)". 

This has significant implications for the development of a customer charter for 

operators in this sector, as they will need to be aware of their obligations under the 

various procurement instruments outlined above. 

 

Inclusive Communications 
Article nine of the UN Convention on the Rights of Persons with Disabilities highlights 

the obligation to ensure that persons with disabilities can live independently and 

participate in all aspects of life through provision of equal access to communications, 

including information and communications technologies (ICT).  As noted previously in 

this document, an important aspect of this, is to ensure that persons with disabilities 

can participate, on an equal basis, in all phases of a project such as the consultation 

currently under discussion. 

The NDA notes, and acknowledges, the provision of the consultation document in an 

alternative format. However, we wish to point out that the manner in which the 

document available on the consultation platform was created did not follow best-

practice approaches in respect of accessibility. Whilst the relevant page did indicate 

that an alternative version was available on request, the failure to adequately ensure 

the accessibility of the material presented could certainly have acted as a barrier to 

the participation of persons with disabilities in this consultation process. It is also 

noteworthy that the version provided in an alternative format likewise contained 

accessibility issues. Thus, obtaining it did not alleviate the issues encountered with 

the PDF available on the main consultation website. We do wish to acknowledge that 

 
4 https://www.irishstatutebook.ie/eli/2005/act/14/enacted/en/html  

https://nda.ie/Good-practice/Codes-of-Practice/Code-of-Practice-on-Accessibility-of-Public-Services-and-Information-Provided-by-Public-Bodies-/Code-of-Practice-on-Accessibility-of-Public-Services-and-Information-Provided-by-Public-Bodies.pdf
https://nda.ie/Good-practice/Codes-of-Practice/Code-of-Practice-on-Accessibility-of-Public-Services-and-Information-Provided-by-Public-Bodies-/Code-of-Practice-on-Accessibility-of-Public-Services-and-Information-Provided-by-Public-Bodies.pdf
https://www.irishstatutebook.ie/eli/2005/act/14/enacted/en/html
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efforts were made to ensure the accessibility of the PDF document available on the 

website, however some issues were encountered. For example: 

• Some of the images lacked alternative text thus making them inaccessible to 

persons using screen readers and/or other Assistive Technologies 

• The reading order was problematic in some instances. 

It is also noteworthy that the version supplied in Word contained more accessibility 

issues than that published on the web. For example, none of the headings were 

apparent when this document was accessed using Assistive Technologies. ComReg 

is reminded that every effort should be made to ensure that, when a document is 

requested in alternative format, it meets the same standards for accessibility as the 

one circulated to those who do not require it. 

The NDA advises that a suitable workflow be put in place to ensure the maximal 

accessibility of all documents. ComReg is reminded that compliance with the Web 

Accessibility Directive requires that (with some exceptions) documents published on 

the websites of public bodies must be accessible. In the case of the document under 

discussion here, we advise that any updated versions should undergo both a re-

design, and that relevant tools (for example the in-built accessibility-checker in 

Microsoft Word or Adobe Professional) are used to verify that accessibility-related 

issues have been remediated. It should be noted, however, that automated tools 

such as those just mentioned will only catch some errors, and that human 

intervention will be required to check the accessibility of the document. For 

example, the automated Word accessibility-checker will not detect the absence of 

suitable headings. This will need to be carried out using manual approaches. The 

NDA advises that clear and universally designed communication on this matter is 

key. All information (written, spoken, signed and digital) delivered by a public body 

(which includes consultation information), should be universally designed. The NDA 

suggests that ComReg should use the  Customer Communications Toolkit for 

Services to the Public - A Universal Design Approach which will help to produce 

universally designed written, verbal and digital communications that can be easily 

accessed, understood and used by everyone. 

We also advise that aspects of the structure of the proposed charter template to be 

utilised by operators should be re-considered in the light of accessibility concerns. 

Section 5.5.1 of the Consultation Document sets out the structure and describes the 

type of content which one might expect to find in this document. However, much of the 

information is conveyed using alterations in the attributes of the font-face used. For 

example, it states that “Seven sections or headings (in bold type font), to be worded 

in exactly the way as specified in the template at Schedule 1, for each area of customer 

service the Charter will cover…” and “• An optional eighth heading (in italic type font) 

for any other key information a provider wishes to include at the end of their 

Charter.”(5.30). It is important to note that, for those with certain disabilities, italicised 

font can be difficult to read. Furthermore, for persons using certain forms of Assistive 

Technologies, ascertaining whether the relevant material is in bold, or italicised, font 

https://universaldesign.ie/products-services/customer-communications-toolkit-for-services-to-the-public-a-universal-design-approach/
https://universaldesign.ie/products-services/customer-communications-toolkit-for-services-to-the-public-a-universal-design-approach/
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can be challenging. The Web Content Accessibility Guidelines 2.1 is clear that 

information should be perceivable by all users, so given the difficulties just described, 

we advise re-considering this approach with reference to relevant material in the 

recently revised toolkit previously mentioned. We do wish to acknowledge the 

reference to accessibility at (5.55) in the document, however we feel that this point 

should be strengthened throughout the entirety of the proposals. 

Concluding Remarks 
The NDA notes with appreciation the extensive work carried out by ComReg across 

its various channels and initiatives to promote the inclusion of persons with disabilities. 

However we feel that in this instance, there is an opportunity to ensure that this work 

is explicitly reflected throughout the consultation document, and in consideration of 

the commitments providers are being asked to make under a Charter. We are happy 

to meet with ComReg to discuss this submission. The NDA is looking forward to 

continuing to work with ComReg, through its Consumer Advisory Panel (and other 

forums) to develop and implement its proposals for customer charters, and other 

important initiatives going forward.  
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9 Prepay Power  
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12 May 2023 

 
 

Commission for Communications 

Regulation Retail Policy 

One Dockland 

Central, 1 Guild 

Street, 

North 

Dock, 

Dublin 1, 

D01 

E4X0 

Ireland 

By e-mail to RetailConsult@comreg.ie 

 
 

In Re: Consultation on Proposals for Implementing a 
Customer Charter 
 
 

Dear Sirs, 

 
 

PrepayPower welcomes the opportunity to provide input into this consultation on the 

implementation of a proposed Customer Charter ComReg 23/14. We set out our 

responses in this letter and address the questions asked in the Appendix. 

 
PrepayPower supplies electricity and gas to 172,000 homes. We launched our 

broadband service in 2019 and have a small but growing customer base of 16,000 

customers. Our pay-as-you-go (PAYG) services, allow customers to pay for their 

mailto:RetailConsult@comreg.ie


 

Page 139 of 272  

utilities in small manageable amounts and avoid large monthly bills. Our PAYG 

broadband service, the first in the Irish market, has offered customers an alternative 

to existing broadband services based on monthly billing and direct debits. 
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We strive to provide excellent service to our customers, which is reflected in our five- 

star Trustpilot review, the highest rating of any energy or broadband provider1
 

 
As a Gas and Electricity Supplier our customers are afforded protections through our 

Customer Charter and Codes of Practice which are published on our website2. We 

welcome the introduction of a customer charter for broadband customers and have to 

date ensured that where applicable our existing best practises are offered to our 

broadband customers as well. 

 
We support ComReg’s proposal to grant providers flexibility to set their own 

commitments as to the level of customer service and believe that this will promote both 

competition and innovation within the market. 

 
We remain at your disposal should you like us to expand further on this submission 

or explain any of our analysis. 

 
Yours sincerely, 

 
 
 
 

 

 
 
 
 
 

1 Best companies in Internet Provider on Trustpilot 

2 https://www.prepaypower.ie/about-prepaypower/code-practice 

https://ie.trustpilot.com/categories/internet_provider
https://www.prepaypower.ie/about-prepaypower/code-practice
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Ann
ex 

 
 

Question 1. 

 
Do you agree with the proposal that ComReg should introduce requirements for 
providers of IAS and ICS to prepare, publish and keep updated a Charter? 

 

Answer 1. 
 
Yes, we agree with ComReg’s proposal to require providers to prepare and publish a 
customer charter as this will keep customers informed of their providers customer 
service commitments and improve overall customer service levels across the market. 

 

Question 2 
 
Do you agree with the proposal that the Charter will contain provider-set commitments, 
with ComReg to monitor and evaluate implementation of the Charter requirements and 
the levels of customer service committed to and implemented by providers for their 
adequacy before deciding whether to seek to move to the specification of Minimum 
Quality of Service Standards, and/or seek to require any Minimum Quality of Service 
Standards information is included in a Charter? 

 

Answer 2. 
 
Yes, we agree with ComReg’s proposal to allow for providers to set their own customer 
service commitments as this approach encourages innovation within the market. 

 
We also agree with ComReg’s proposal to conduct a review and evaluate providers 
compliance and implementation of their customer service commitments and if 
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necessary to set more prescriptive requirements. 
 
As the implementation of new customer service commitments will involve a step 
change across industry, we would submit that the first audit and review should take 
place 1 year after implementation i.e., Q1 2025. This will allow for both a full year’s 
analysis and will also afford providers with sufficient opportunity to train staff and 
implement their newly adopted best practises. 

 

Question 3 
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Do you agree with the proposal that Charter requirements will apply to providers of IAS 
and/or number-based interpersonal communications services with a market share of 
0.5% or greater? 

 

Answer 3. 
 
We agree that the Charter requirements should apply to both IAS and number-based 
communication providers. 

 
We propose that the requirement should only apply to providers with a market share 
of greater than 2%. This aligns with the fact that ComReg does not publish the market 
shares of providers with a market share smaller than 2%. 

 
In addition to promoting regulatory certainty this approach will also encourage 
competition within the market as it will impose less obligations on new providers 
seeking to enter the market. 

 

Question 4 
 
Do you agree with the proposal that providers will be required to prepare, publish and 
keep updated a Charter that address all consumers? 

 

Answer 4. 
 
We would support the charter applying to all consumers who use our broadband. 

 

Question 5 
 
Do you agree with the proposal that a Charter will contain both general information on 
providers’ customer service policies, and specific commitments as to the level of 
customer service an individual customer can expect to receive in a given period? 
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Answer 5. 
 
We agree that the customer charter should contain information on both providers 
policies and or procedures relating to key aspects of customer service and specific 
commitments on the level of customer service it offers. 
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Providers should be afforded flexibility to amend their customer charter as and when 
they deem appropriate. This will encourage providers to respond to evolving customer 
needs and provide high levels of customer service within the market. 

 
Providers should also be afforded with flexibility to determine if they wish to adopt 
‘individual service levels’ or ‘average service levels’ across a providers customer base. 

 
Providers should be afforded with latitude as to how they set their respective customer 
service levels. Providers may be inclined to adopt additional customer service 
guarantees if they are allowed to adopt ‘average service levels’ rather than ‘Individual 
service levels’ for each customer. 

 

Question 6 
 
Do you agree with the proposal that providers must prepare, publish and keep updated 
a Charter in accordance with a ComReg-specified template? 

 

Answer 6. 
 
In principle we have no objection to ComReg specifying a high-level template that 
providers must utilise, however this template needs to take all products in the market 
into account. 

 
As a prepayment provider we do not furnish our customers with bills and as such would 
request that the word “charges” be included on the following 2 requirements: 

 
• “If you think you have been billed and/or charged incorrectly”. 

• “We may disconnect your service if you don’t pay your bills and/or charges.” 
 

Question 7 
 
Do you agree with the proposed form requirements for completing a Charter 
template? 
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Answer 7. 
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We would largely agree with the proposed form requirements however we would 
reiterate our answer to question 6 above. 

 
As a broadband provider we would always attempt to resolve any query or complaint 
at the point of first contact. Accordingly, we would suggest that providers contact details 
appear at the top of the template with customers only being directed to ComReg if their 
query/complaint has not been dealt with. 

 

Question 8 
 
Do you agree with the proposal that providers publish an initial Charter on their website 
on 2 October 2023, containing monthly Charter commitments, and are allowed to 
update the Charter each quarter thereafter? 

 

Answer 8. 
 
Whilst we agree that provides should publish their customer charter in a prominent 
location on their website. We would request that the first customer charter be published 
on or before the last day of 2023 with the first audit covering the full year of 2024. 

 
This will afford providers with enough time to draft and publish a customer Charter, 
notify customer thereof. In addition to training staff and implementing appropriate 
auditing and reporting procedures. 

 

Question 9 
 
Do you agree with the proposal that providers be required to ensure all customers are 
made aware of the Charter, and otherwise ensure the Charter is available on request 
and in accessible format? 

 

Answer 9. 
 
We agree with ComReg’s proposals regarding notification and making customers 
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aware of our customer charter. 
 

Questions 10 - 16 
 
Do you agree with the proposed Charter content and the form in which commitments 
are to be expressed in the Charter? 
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Answer 10 - 16 
 
We agree with Comregs proposed charter content and the form in which commitments 
are to be expressed as it will provide for better customer service for broadband 
customers across the industry. 

 

Questions 17 
 
Are there any other areas and/or content you think should be included in a Charter? 

 

Answer 17 
 
There are no additional aspects we think should be included in the Charter, but we will 
review our Charter in response to our customer needs. 

 

Questions 18 
 
Do you agree with the proposal that providers report their performance against Charter 
commitments to ComReg on a quarterly basis, and arrange and pay for an 
independent audit of performance reports on an annual basis? 

 

Answer 18 
 
Whilst we note the importance of validating providers submissions, we submit that the 
obligation to obtain an annual independent audit is unduly onerous and acts as a 
barrier to entry of smaller organisations. 

 
We propose that all eligible parties should submit themselves to a one-off independent 
audit in Q1 2025 in order for ComReg to assess the effectiveness of the new customer 
charter commitments. Following which providers should only be subjected to 
independent audits on ComReg’s express request and if warranted by a high volume 
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of ComReg complaints. 
 
In support of the above we draw ComReg’s attention to the CRU Customer Care team 
Annual Report 20223 where it was noted that despite Prepay Power having a 7% 
market share, we had 0 complex complaints upheld. 

 
 
 

3 https://cruie-live-96ca64acab2247eca8a850a7e54b-5b34f62.divio-media.com/documents/CRU202328_- 

_CRU_Customer_Care_Team_Annual_Report_-_2022.pdf 

https://cruie-live-96ca64acab2247eca8a850a7e54b-5b34f62.divio-media.com/documents/CRU202328_-_CRU_Customer_Care_Team_Annual_Report_-_2022.pdf
https://cruie-live-96ca64acab2247eca8a850a7e54b-5b34f62.divio-media.com/documents/CRU202328_-_CRU_Customer_Care_Team_Annual_Report_-_2022.pdf
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Questions 19 
 
If you have any specific comments on ‘Schedule 3: Customer Charter Data 
Dictionary and Reporting Template’ published alongside this consultation 
(summarised in Table 2), please provide these in response to this question. 

 

Answer 19 
 
We have no objection to the reporting proposed. 
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10 Sky Ireland  
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Q.1 Introducing Charter requirements: Do you agree with the proposal that 
ComReg should introduce requirements for IAS and ICS to prepare, 
publish and keep updated a Charter? If yes, please explain why and, if 
no, please provide specific alternative suggestions 

 

Response: Sky (Ireland) Limited (“Sky”) supports the proposal for ComReg to impose 
obligations on providers of IAS and ICS in Ireland to create, publish, and regularly update 
a Customer Charter (the “Charter”). Sky believes that the implementation of this 
Charter will benefit consumers by providing them with transparent information on the 
customer service standards available in the Irish market. However, as outlined in 
further detail in Question 2 below, Sky recommends that providers have the flexibility to 
determine their own commitments within the Charter which will lead to greater benefits for 
consumers. Sky also recommends that there is an appropriate amount of lead in time 
for some elements of the Charter, particularly those that will require significant 
technical development within our operating systems which we have further detailed in 
Questions 13,15 and 17. 

 

Q.2 Overarching approach to introducing a Charter: Do you agree with the 
proposal that the Charter will contain provider-set commitments, with 
ComReg to monitor and evaluate implementation of the Charter 
requirements and the levels of customer service committed to and 
implemented by providers for their adequacy before deciding 
whether to seek to move to the specification of Minimum Quality of 
Service Standards, and/or seek to require any Minimum Quality of 
Service Standards information is included in a Charter? If yes, please 
explain why and, if no, please provide specific alternative suggestions. 

 

Response: Sky believes that it is crucial for operators to have the autonomy to determine 
their own commitments. This approach would allow for healthy competition in the market, 
as providers would have the flexibility to tailor their customer service standards 
according to their unique strengths and capabilities. 

 

It is important to note that if the provisions of the Charter were identical across the 
board, there would be no room for differentiation among providers, which would ultimately 
harm competition in the Irish market. This could potentially lead to a decrease in innovation 
and customer service quality, as providers would have no incentive to improve upon 
their services or stand out from their competitors. 

 

As such, it is therefore essential that providers have the flexibility to determine their own 
standards, as this approach will lead to greater benefits for consumers in terms of choice 
and quality of service. 
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Q.3 Providers that Charter requirements will apply to: Do you agree with the 
proposal that Charter requirements will apply to providers of IAS 
and/or number-based interpersonal communications services with a 
market share of 0.5% or greater? If yes, please explain why and, if no, 
please provider specific alternative suggestions. 

 
Response: Sky recognises that implementing the Charter proposed by ComReg is a 
significant undertaking that will require a substantial allocation of resources from 
providers, particularly those with larger market shares. We agree to some extent that 
smaller operators should not be expected to invest to the same degree as larger ones, as 
it may disproportionately affect their operations. 

 

However, it is worth noting that small operators, when viewed together as a whole, do 
take a not inconsiderable portion of the market share. Therefore, there should be 
consistency in the standards provided to consumers, regardless of the size of the 
operator. As such, we would suggest an additional option for consideration, which is 
the implementation of a reduced Charter for smaller 
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competitors. This approach would allow smaller operators to meet their obligations 
under the Charter without compromising their operations. At the same time, it would 
ensure that consumers are receiving consistent and reliable information on the 
customer service standards provided across the board. 

 
This option would strike a balance between the need for consistency and fairness for 
consumers and the need to avoid imposing undue burden on smaller operators. It is 
crucial to ensure that the proposed Charter is implemented in a way that promotes 
healthy competition and benefits consumers while allowing for flexibility among 
providers to operate effectively. 

 

Q.4 End-users that a Charter will address: Do you agree with the proposal 
that providers will be required to prepare, publish and keep updated a 
Charter that addresses all consumers, microenterprises, small 
enterprises and not-for-profit organisations? If yes, please explain why 
and, if no, please provide specific alternative suggestions. 

 

Response: Sky agrees with this proposal that providers will be required to prepare, 
publish, and keep updated a Charter that addresses all consumers, microenterprises, 
small enterprises and not- for-profit organisations and has no further comments on this 
section. 

 

Q.5 High-Level Charter contents: Do you agree with the proposal that a 
Charter will contain both general information on providers’ customer 
service policies, and specific commitments as to the level of customer 
service an individual customer can expect to receive in a given period? If 
yes, please explain why and, if no, please provide specific alternative 
suggestions. 

 

Response: Sky agrees with the proposal that the Charter will contain both general 
information on customer service policies, and specific commitments as to the level of 
customer service an individual customer can expect to receive in a given period. As stated 
above, it is important that providers to have the flexibility to tailor their customer service 
standards according to their unique strengths and capabilities. 

 

Q.6 Overarching Charter form: Do you agree with the proposal that 
providers must prepare, publish and keep updated a Charter in 
accordance with a ComReg specified template? If yes, please explain 
why and, if no, please provide specific alternative solutions. 

 

Response: Sky fully supports a ComReg-specified template. We believe that this 
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approach will provide legal certainty, promote consistency and comparability across 
the industry, and make it easier for customers to locate and understand the Charter. It 
will also help ensure that customers can make informed decisions about the services 
they choose to use and promote healthy competition across the industry in relation to 
customer service. 

 

Q.7 Charter template: Do you agree with the proposed form requirements for 
completing a Charter template? If yes, please explain why and, if no, 
please provide specific alternative suggestions. 

 

Response: Sky fully agrees with the proposed form requirements for completing the 
Charter template. As stated above, this approach will provide legal certainty and promote 
consistency and comparability across the industry. 

 

Q.8 Publishing and updating a Charter: Do you agree with the proposal that 
providers publish an initial Charter on their website on 2 October 
2023, containing monthly 
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Charter commitments, and are allowed to update the Charter each quarter thereafter? 

If yes, please explain why and, if no, please provide specific alternative suggestions. 

 

Response: Sky agrees with the proposal that all service providers will publish the initial 
Charter at the same time and have an opportunity to update it at regular intervals. 

 

However, we have concerns about the proposed publication date of 2 October 2023. 
While we support the need for consistency and certainty for consumers, we are 
concerned that this timeline may not be feasible depending on the level of technical 
development required, which will not come to light until ComReg publishes its final 
decision at the end of June 2023. Technical issues or other unforeseen challenges may 
arise, and we would suggest that the publication date be reconsidered based on the 
results of the consultation and ComReg's final decision. Ultimately, Sky seeks ensure that 
the implementation of the Charter is done correctly and in a way that benefits the 
consumer. 

 

Q.9 Notifying customers: Do you agree with the proposal that providers be 
required to ensure all customers are made aware of the Charter, and 
otherwise ensure the Charter is available on request and in accessible 
format? If yes, please explain why and, if no, please provide specific 
alternative suggestions. 

 

Response: Sky fully agrees with ComReg's proposal that the Charter should be made 
available as part of the information provided to customers at the point of sale. We 
believe that providing customers with information about our customer service 
commitments at the point of sale will be an important step in ensuring transparency. Sky 
also agrees with the proposal that the Charter should be published on our website. This 
will make it easy for customers to access our commitments and compare them with those 
of other providers. 

 

Furthermore, Sky is committed to making our Charter easily accessible for all customers, 
including those with disabilities. Overall, we support ComReg's proposal and are 
committed to ensuring that our customers are informed about our service commitments 
and have access to the information they need to make informed decisions about their 
service provider. 

 

Q.10 Charter content (core customer service): Do you agree with the 
proposed Charter content and the form in which commitments around 
core customer service, are to be addressed in a Charter? If yes, please 
explain why and, if no, please provide specific alternative suggestions. 

 

Response: Sky appreciates ComReg's proposal regarding the details on core customer 
service and the flexibility given to providers to offer specific commitments to their 
customers. While we understand the importance of metrics such as initial response time 
and follow-up response time, we want to highlight some practical considerations that 
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may arise during the implementation process. 
 

To accurately verify and report the information related to these metrics, significant 
technical development may be required. While we prioritise call handling time and have 
already implemented monitoring systems in some areas, there are areas where we are 
still in the process of developing the necessary technology. Considering the timeline 
outlined in the proposal, it is essential to note that depending on the outcome of the 
consultation, it may not be feasible for us to build and integrate the required 
technology within the required window, particularly before 2 October 2023. We want to 
ensure that the metrics we report are reliable, accurate, and reflective of the customer 
service experience we provide. 

 
We appreciate the opportunity to provide feedback during the consultation process, and 
we would welcome further discussions with ComReg and other stakeholders to 
explore the practical implementation of these proposals. Our priority is to deliver the best 
customer service experience, 
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and we are committed to finding viable solutions that align with industry standards 
and technological capabilities. 

 

Q.11 Charter content (complaint handling): Do you agree with the 
proposed Charter content around complaint handling? If yes, please 
explain why and, if no, please provide specific alternatives. 

 

Response: Sky fully supports ComReg's proposal regarding the complaint handling code of 
practice. As a responsible provider, we have always been committed to complying with 
the existing code of practice for complaint handling, and we will continue to do so. We 
believe that all players in the market are familiar with this code of practice, and 
implementing this proposal will not pose any issues. Sky’s published Charter will 
include a short section directing customers to the existing complaint handling code of 
practice, which will provide customers with additional information about our commitment 
to addressing their concerns and ensuring that they receive the best possible service. 

 

Q.12 Charter content (connections): Do you agree with the proposed Charter 
content and the form in which commitments around connections, are to be 
expressed in a Charter? If yes, please explain why and, if no, please provide 
specific alternative suggestions. 

 

Response: Sky understands ComReg’s proposal in relation to commitments around 
connections. Sky currently acknowledges a customer's service connection request at the 
point of sale, and we send a communication to the customer to confirm their order has 
been placed and to confirm the date of appointment booked for that service provision. 

 

Several exceptions would have to be considered and acknowledged by ComReg 
regarding our commitments to connect customers. We can only go as far as the 
appointment booking in terms of guaranteeing the customer that we have processed 
their order and sometimes appointment booking systems do not function efficiently 
(e.g., they timeout because they are on a go slow even if there is no full outage). 

 

Through detailed analysis, we have identified up to 65 reasons why a Broadband order 
may fail. Therefore, it is impossible, especially where an engineer visit is required, for us 
to let the customer know how long the Broadband journey is likely to take. 

 

We do not know what the Broadband journey will entail until the engineer visits a 
customer’s property and makes an assessment as to what is required to enable 
connection. These order failure reasons include, but are not limited to, the following: 

 
• Multiple engineer visits to carry out necessary civils works on private or public land including 

licence applications. 
• No infrastructure in place. 
• No light at the Distribution Point. 
• No free ports available. 
• Wholesale provider database mismatches between data items such as Eircode and ARD keys. 
• Wholesale provider appointment calendar system issues. 
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As such, we are dependent on our Broadband wholesale providers and the 
quality/accuracy of their passed premises file as well as their sub-contracted engineer 
resource availability, efficiency, communications, quality of assessment and 
workmanship. Of all order cancellations analysed, we identified 75% as being out of our 
control and sitting with third parties. ComReg should consider wholesale commitments 
to allow retail operators to make corresponding commitments to our customers. 
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Q.13 Charter content (billing and refunds): Do you agree with the proposed 
Charter content and the form in which commitments around billing and 
refunds, are to be expressed in a Charter? If yes, please explain why and, 
if no, please provide specific alternative suggestions. 

 

Response: Sky does not currently have the capability to report on billing queries at an 
individual account level. It will require investment to be able to record and verify queries 
and response times, regardless of the channel, where this is outside of our formal 
complaint handling process. We are reviewing developing this capability with our technical 
teams across the business. It will require time to implement from a technical perspective, 
and we do not believe that this is a quick or simple requirement to implement. 

 

In relation to the processing of refunds, it is not currently possible to record when the 
decision that a refund is due is made. It could be made on a call, on the shop floor while 
talking to a line manager, or in a meeting about escalated complaints. There is no 
mechanism to record the decision or verify the date and time it was made versus when the 
refund was processed. This could require significant technical development and the 
introduction of new processes. It also appears to us to be a system that is open to 
“gaming” as service providers could decide to record the decision at the same time they 
are processing the refund, regardless of when the decision was actually made. 

 

Q.14 Charter content (outages and repairs): Do you agree with the proposed Charter 
content and the form in which commitments around outages and repairs, are to be 
expressed in a Charter? If yes, please explain why and, if no, please provide specific 
alternative suggestions. 

 

Response: Sky is reliant on our wholesale providers to inform us of planned and unplanned 
outages that could impact Sky customers. Our wholesale providers own, control and 
monitor their networks which host our customers. Currently, we are informed of planned 
and unplanned outages via email and wholesale provider portal updates. 

 

We are reliant on our wholesale providers to make information available regarding the 
volume of customers impacted, the location(s), the issue occurring, the steps taken to 
resolve the issue once they identify the root cause and the estimated service restoration 
time. 

 

We may get 3-4 weeks’ notice of a planned outage occurring or we may get 1-2 days if 
emergency works need to take place. ComReg should consider wholesale obligations on 
notifications and timing in circumstances where retail providers need to make commitments 
to their customers. 
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Q.15 Charter content (disconnection policy): Do you agree with the proposed Charter 
content and the form in which commitments around disconnection for non-payment 
of bills are to be expressed in a Charter? If yes, please explain why and, if no, please 
provide specific alternative suggestions. 

 

Response: Sky is happy to provide information to our customers on our 
disconnection policy. However, the ability to report on how many customers were 
disconnected and how much notice each individual customer was given does not currently 
exist. This is also something that will require significant process changes and technical 
development to produce reporting and verification. It is likely to take much longer than the 
3 months suggested by ComReg. 

 

Q.16 Charter content (switching services): Do you agree with the proposed Charter 
content around switching services? If yes, please explain why and, if no, please provide 
specific alternative suggestions. 
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Response: Sky fully supports ComReg's proposal that the Charter should include 
information on key customer rights, returning terminal equipment, unlocking handsets 
(including any residual fees and timelines), and any other relevant information about 
switching. 

 

Q.17 Charter content (other): Are there any other areas and/or content you 
think should be included in a Charter? If yes, please explain and provide 
specific suggestions. 

 

Response: Sky does not have any comments on this section. 
 

Q.18 Evaluating performance: Do you agree with the proposal that providers 
report their performance against Charter commitments to ComReg on 
a quarterly basis, and arrange and pay for an independent audit of 
performance reports on an annual basis? If yes, please explain why and, if 
no, please provide specific alternative suggestions. 

 

Response: Overall, Sky agrees with the importance of evaluating and reporting on our 
performance against the standards set out in our Charter. 

 

However, we believe that the proposed ongoing quarterly reporting may be overly 
burdensome and time-consuming for providers. We suggest that bi-annual reporting is 
sufficient if an annual audit is conducted. If an audit is not required, we would consider 
quarterly reporting, but we urge ComReg to reconsider the proposal and consider the 
impact on the industry. We believe that the time spent on reporting could be better utilised 
on other key areas of the business. Overall, we are committed to complying with the 
reporting requirements and will work with ComReg to find the best solution for all parties 
involved. 

 

Q.19 Performance reporting: If you have any specific comments on ‘Schedule 3: Customer  
Charter Data Dictionary and Reporting Template’ published alongside this 
consultation (summarised in Table 2), please provide these in response to this 
question. 

 

Response: ComReg should thoroughly assess and address the complexities and 
burdens of the proposed reporting requirements to ensure that the proposed reporting 
requirements are practical and feasible for operators to undertake. 

 

Considering the difficulties faced by operators in a similar process carried out by Ofcom 
in recent industry wide ‘Quality of Service’ information requests, Sky considers that it is 
important to consider the challenges that may arise when implementing this proposed 
reporting template. Specifically, challenges include technical difficulties (e.g., difficulties in 
separating and comparing data), resource implications  (e.g.,  reporting  requirements  
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which  are  demanding  and  costly  to  implement),  and operational complexities (e.g., 
difficulties in finding a standardised / ‘one-size-fits-all’ approach to reporting). 

 
As such, Sky would request that ComReg consider the practicality, technical aspects, and 
resource implications of the proposed reporting requirements to ensure effective 
reporting across the industry. 

 

We also request further engagement with ComReg and industry on this before any binding 
rules are put in place. 

 

Q.20 Regulatory impact assessment: Do you agree with ComReg’s Regulatory Impact  
Assessment and the preliminary conclusions as set out? If yes, please explain why and,  
if no, please provide specific alternative suggestions particularly with respect to the 
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benefits and costs identified, including any evidence to support 

quantifying such benefits and costs. 

 

Response: Sky fully supports the proposal for ComReg to impose 
obligations on providers of IAS and ICS in Ireland to create, publish, and 
regularly update a Charter. We recognise the importance of transparent and 
customer-focused practices in the telecommunications industry. While 
we generally endorse the content and format outlined for the Charter, we 
would like to bring attention to three specific points that Sky believes requires 
further consideration from ComReg: 

 

• Implementation Timeline: The proposed deadline for implementing all the 
requirements of the Charter appears to be too demanding for providers to achieve 
the desired level of completeness ComReg requires. Sky suggests extending 
the timeline beyond 2 October 2023 to allow sufficient time for thorough 
implementation of the proposed Charter requirements. 

 

• Practicality and Burdens on Providers: It is crucial for ComReg to carefully 
consider the practical implications and potential burdens that providers would 
face in adhering to these proposals. The feasibility of implementation and the 
associated costs for providers need to be considered to ensure a fair and 
achievable outcome. 

 
• Review of Reporting Requirements: Sky is concerned with the onerous nature 

and complexity of the reporting requirements. We believe that a 
comprehensive review of these proposed requirements is necessary to 
ensure they are practical, feasible, and capable of generating meaningful data 
for evaluation and analysis. 

 

By addressing these points, ComReg can strengthen the proposal and ensure 
that it strikes the right balance between promoting transparency, protecting 
consumer rights, and considering the operational realities faced by 
providers. 
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11 Tesco Mobile  
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Tesco Mobile Ireland Limited (“Tesco Mobile”) 

response to ComReg consultation  

  

‘Proposals for Implementing a Customer 

Charter’ ComReg 23/14  
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Tesco Mobile welcomes the opportunity to feed into ComReg’s consultation regarding 

the proposed introduction of a Customer Charter (‘a charter’).    

  

As per ComReg’s opening statement in its Consultation Document ComReg 23/141, 

‘Customer service is a vital aspect of a customer’s experience in any service industry’ and 

is of paramount importance to Tesco Mobile. We are committed to providing our  

customers with the highest quality of customer service - providing a positive customer  

experience is part of Tesco’s DNA. Tesco Mobile prides itself in its approach to 

customer service - one of our key values is ‘No one tries harder for customers’ and it’s 

this focus on our customers that is at the heart of everything we do.   

  

With regard to customer service levels and transparency, Tesco Mobile agrees with 

ComReg there is room for improvement. However, we disagree with the statement that 

the market is characterised by dissatisfaction. Such a statement is potentially to tarnish 

all  

providers with the same brush. We would submit that ComReg’s own survey results2
 do 

not  

indicate a clear dissatisfaction when the majority of customers say they are satisfied 
with  

the service and ComReg’s own Consumer Care Statistics Report3
 shows a notable 

decline in the level of contacts to ComReg. Tesco Mobile prides itself that it has not 

been included  

in the ComReg Consumer Care Statistics Report Q4 2022 and believes it should not be 

penalised for the issues affecting other telecommunication providers. In our view, 

ComReg should be focusing its efforts on the providers or markets where there are 

issues, and these are clearly identifiable in ComRegs Consumer Report.   

  

The mobile telecommunications market is a competitive one, particularly when it comes 

to customer service. It is key for operators to ensure they keep their customers happy 

and attract new customers, hence operators are already incentivised to provide 

the best  

possible service for customers. It is in operators’ interest to ensure consumers can 

make  

an informed choice and use their services with confidence. For consumers to get the 
best  

service from their provider, customer service levels should remain market driven – 

greater  

transparency across the industry will in effect drive improvements. Operators should 
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be left to invest in competing, instead of adding additional regulatory burden (in the form 

of reporting and audit requirements) that result in significant implementation costs.     

   

Tesco Mobile believes that improving the level of transparency and providing a single 

place where customers can go in order to understand what they can expect from their 

provider, and then compare the different service providers offered (if any), will 

ultimately benefit  
 

1 https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-charter.pdf 

2 https://www.comreg.ie/media/2023/03/ComReg-2314b.pdf 

3 https://www.comreg.ie/media/2023/02/ComReg-2315.pdf 

https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-charter.pdf
https://www.comreg.ie/media/2023/03/ComReg-2314b.pdf
http://www.comreg.ie/media/2023/02/ComReg-2315.pdf
http://www.comreg.ie/media/2023/02/ComReg-2315.pdf
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consumers.   However, we believe mandating reporting and audit requirements is a step too 

far – the effect will be to place unnecessary and disproportionate costs on operators when the 

industry is already investing heavily in providing reliable, secure, high-quality networks and 

customer service levels. As noted in ComReg’s Strategy 2021 – 20234
 ‘The electronic 

communications sector has played a central role in fostering this resilience,  

supporting our essential services, and enabling us to stay connected in new ways. 

Throughout the pandemic, telecommunications operators have generally been able to 

cope with the surge in network traffic with little disruption. This will only continue to be 

possible through further investment in reliable, high-quality networks and improved 

customer care,’   

  

Given the ongoing economic challenges, Tesco Mobile respectfully suggests ComReg 

refrain from imposing unnecessary burdens on operators. We believe ComReg’s focus 

should be on where there is consumer harm. Regulatory intervention should be 

targeted  

and proportionate. ComReg’s responsibility of promoting competition and 

protecting  

consumers can be achieved by allowing industry to compete on service levels and 

provide customers with the information they need i.e., a one stop-shop so that they can 

make informed choices and use services with confidence.   
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4 https://www.comreg.ie/media/2021/12/ComReg-ECS-Strategy-Statement-English-Dec-7-Final-Web-1.pdf 

https://www.comreg.ie/media/2021/12/ComReg-ECS-Strategy-Statement-English-Dec-7-Final-Web-1.pdf
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Q. 1 Introducing Charter requirements: Do you agree with 

the proposal that ComReg should introduce requirements 

for providers of IAS and ICS to prepare, publish and keep 

updated a Charter? If yes, please explain why and, if no, 

please provide specific alternative suggestions.   

  

Tesco Mobile agrees with ComReg’s proposal to introduce requirements to 

prepare,  

publish and keep updated a Charter, however we disagree that the Charter must 

adhere to parameters set by ComReg.   

  

As per ComReg’s Strategy on Consumer Protection (see section 1.17 of its 

strategy  

statement),   

  

Consumer Protection involves setting rules to ensure that consumers can access 

basic services and that they are armed with the information they need to engage in 

the market with confidence. At each stage of the Consumer Journey, ComReg’s 

actions help ensure consumers are protected from harms, informed of their rights, 

aware of service offerings and have access to a range of market information tools.’,   

  

Tesco Mobile believes by improving the level of information about consumers’ rights 

and the level of customer service and supports available via a ‘one-stop shop’, that 

ComReg will achieve this strategy objective.   

  

The mobile telecommunications market is a competitive one, particularly when it 

comes to customer service. It is key for operators to ensure they keep customers 

happy and attract new customers, hence operators are already incentivised to 

provide the best  

possible service for customers. It is in operators’ interest to ensure consumers can 

make  

an informed choice and use their services with confidence. For consumers to get the 
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best  

service from their provider, customer service levels should remain market driven – 

greater transparency across the industry will in effect drive improvements. Operators 

should be  

left to invest in competing, instead of adding additional regulatory burden (in the form 

of reporting and audit requirements) that result in significant implementation costs.     

  

We believe ComReg’s focus should be on where there is consumer harm. 

Regulatory intervention should be targeted and proportionate. ComReg’s responsibility 

of promoting competition and protecting consumers can be achieved by allowing 

industry to compete  

on service levels and provide customers with the information they need i.e., a one 

stop- shop so that they can make informed choices and use services with confidence.   
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As per the results of ComReg’s ‘Consumer Confidence & Awareness’ survey, 

when  

customers were asked about the extent to which they were satisfied that the service 

they signed up to had met their expectations and needs, the mean score was 7.9 out 

of 10 for mobile phone service.  These scores reflect all aspects of service, 

including customer  

service – and while there is clearly room for improvement are certainly not suggestive of 

a  

an industry characterised by dissatisfaction. Adding additional reporting and auditing 

requirements is simply not necessary at this time, particularly when operators are 

already investing heavily in critical infrastructure, network integrity and security (via the 

Nuisance Communications Industry Taskforce (NCIT)) and greater transparency by 

implementing consumer measures introduced under the EECC.  

  

ComReg should give the industry time to complete this work and utilise the 
ComReg  

Consumer Care Statistics Report to observe trends and then reassess the situation 

after a period of time – possibly 12 to 18 months. Tesco Mobile believe that ComReg’s 

strategy can be achieved without mandating service levels and reporting 

requirements that will  

require significant investment including resources, whereas ComReg could focus its 

time in a more targeted way, where consumer harm is actually occurring.   

  
Q. 2 Overarching approach to introducing a Charter: Do you agree with the proposal that 

the Charter will contain provider-set commitments, with ComReg to monitor and 

evaluate implementation of the Charter requirements and the levels of customer service 

committed to and implemented by providers for their adequacy before deciding whether 

to seek to move to the specification of Minimum Quality of Service Standards, and/or 

seek to require any Minimum Quality of Service Standards information is included in a 

Charter? If yes, please explain why and, if no, please provide specific alternative 

suggestions  

  

Overall, Tesco Mobile agrees with the introduction of a Charter but does not believe 

there is a need for the additional phases such as an adequacy review as proposed. 

Tesco Mobile  

agrees that a ‘one-stop-shop’ would be beneficial for consumers but does not agree 

that  
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the provider set commitments (if any), should have to adhere to ComReg’s 

defined parameters nor does Tesco Mobile believe there is any need for reporting 

or audit requirements. ComReg already publishes the ‘ComReg Consumer Care 

Statistics Report’  

on a quarterly basis that details the issues and complaints raised by service 
providers’  

customers to ComReg. We would submit that this existing process should provide 

ComReg with the information it needs to understand whether service levels as 

outlined in the Charter are being met but more importantly where there is consumer 

dissatisfaction or harm.    
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Tesco Mobile prides itself in that it has not met the complaint threshold to be included 

in the ComReg Consumer Care Statistics Report Q4 20225
 and believes that we should 

not be penalised for the issues attributable to other telecommunication providers. In our 

view, ComReg should be focusing its efforts on the areas or markets where there are 

issues as  

is clearly identified in ComReg’s Consumer Report.   

  

In addition, it is worth noting that there are over 8 million mobile subscribers in the 

Irish market6, just 8,000 approximately made contact with ComReg for issues relating to 

mobile  

services in Q4 2022. Out of that 8,000 ‘90% of all issues recorded were queries and 10% of  

all issues were complaints.’, which equates to just 0.01% of subscribers and which aligns  

to ComReg’s research that the majority of customers are satisfied with the 

service’.  

Furthermore, as noted by ComReg,  

  

‘There was a 22% decrease in the total number of issues recorded compared to Q4 

2021’, we would contend that the numbers in 2020 and 2021 are incomparable as 

the world faced an unprecedented global pandemic, yet telecommunication 

providers played a vital role to ensure connectivity for businesses, schools and 

families and society as a whole.’  

 

It is also prudent to state that during this extremely difficult and challenging time, 

telecommunication providers had also to enable its customer care agents to work from 

home, hence customer service levels during the past few years are not reflective 

of  

standard customer service levels. We believe that ComReg’s strategy can be 

achieved  

without mandating service levels and reporting requirements that will require significant 

investment and resources, leaving ComReg to focus its time and efforts in a targeted 

way on where consumer harm is occurring.   
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5 https://www.comreg.ie/media/2023/02/ComReg-2315.pdf 

6 As per the ComReg’s Quarterly Key Data Report Q4 20226, there were 8,863,983 mobile subscriptions in 

Ireland, including mobile broadband (‘MBB’) and Machine to Machine (‘M2M’). If mobile broadband 

subscriptions (355,089) and M2M subscriptions (2,818,877) are excluded, the total number of mobile 

subscriptions was 5,690,017. 

https://www.comreg.ie/media/2023/02/ComReg-2315.pdf
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Q. 3 Providers that Charter requirements will apply to: Do 

you agree with the proposal that Charter requirements will 

apply to providers of IAS and/or number based 

interpersonal communications services with a market 

share of 0.5% or greater? If yes, please explain why and, if 

no, please provide specific alternative suggestions.   

  

Tesco Mobile disagrees with this proposal. Tesco Mobile believes all service 

providers regardless of size should have to provide a Charter to its consumers that 

effectively is a one stop shop of information for consumers.   

  
Q. 4 End-users that a Charter will address: Do you agree with the proposal that providers 

will be required to prepare, publish and keep updated a Charter that address all 

consumers, microenterprises, small enterprises and not-for-profit organisations? If 

yes, please explain why and, if no, please provide specific alternative suggestions.   

  
Tesco Mobile agrees with the proposal. If a service provider provides different levels of 

customer service to the different consumer cohorts listed, then this information should 

be made available to enable all consumers to make informed decisions when availing 

of services.    

  

Q. 5 High-level Charter contents: Do you agree with the proposal that a Charter will 

contain both general information on providers’ customer service policies, and specific 

commitments as to the level of customer service an individual customer can expect to 

receive in a given period? If yes, please explain why and, if no, please provide specific 

alternative suggestions.   

  

Tesco Mobile agrees with the proposal that a Charter will contain both general 

information on providers’ customer service policies and specific commitments (if any) 

for the explicit categories under section 37 of the Act, effectively a ‘one stop shop’. 
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However, with regard  

to the commitments and to the level an individual customer can expect in a given 
period,  

Tesco Mobile believes sub-option 2c whereby the Charter contains the ‘average’ 

service level commitments across a provider’s customer base is the only option 

operators can commit to.   

  

Customer Care Service Levels are already a key performance indicator for operators 

and customer satisfaction is key to retaining customers, hence operators are already 

highly motivated to provide a positive customer experience.      
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Q. 6 Overarching Charter form: Do you agree with the 

proposal that providers must prepare, publish and keep 

updated a Charter in accordance with a ComReg 

specified template? If yes, please explain why and, if no, 

please provide specific alternative suggestions.   

  

Tesco Mobile agrees with the proposal that providers must prepare, publish and keep 

updated a Charter in accordance with schedule 1 but does not agree that there is need 

for a data dictionary or reporting requirements which we deem unnecessary and will 

disproportionately add significant costs to providers. The costs of implementing such 

reporting requirements would negate the benefits of reporting whereas the focus 

should be on providing greater transparency and improving services where required. 

This can be achieved without mandating unnecessary reporting requirements on 

operators who are already focusing their attention on providing initiatives that will benefit 

consumers. Consumers would rather see the benefit in terms of improved service and 

value in a time  

of economic uncertainty as opposed to having another report that doesn’t provide 

any  

benefit.    

  

Q. 7 Charter template: Do you agree with the proposed form requirements for 

completing a Charter template? If yes, please explain why and, if no, please provide 

specific alternative suggestions.   

  

Note response to Q6 above.   

  

With regard to section 5.33 of the consultation, where ComReg states that it ‘considers it is 

important to also set out what a customer can get, if anything, if that level of service is not 

met’, Tesco Mobile believes that consumers are already aware that it is in the provider’s interest 

to compensate its customers where a dissatisfaction has been presented. Today,  

consumers receive compensation appropriate to the issue on a case-by-case basis 

and more often than not, the compensation is more than adequate. Tesco Mobile 
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believes that providing a statement detailing the level of compensation a customer 

may be entitled to may be open to abuse. There must be a balance between giving 

the customer the information they need to make informed decisions and advising of 

their rights should they not accept the resolution and or compensation proposed. If a 

consumer was not satisfied with the proposed resolution, they are informed of their 

right to escalate the issue to  

ComReg – this is already in place via the ComReg Code of Practice for Complaint 

Handling.  

In addition, consumers can also raise a dispute with ComReg or to the small claims 

court so our view is that there is no need for this requirement which we would 

argue possibly  

goes beyond ComReg’s remit in relation to protecting consumers.   
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Q. 8 Publishing and updating a Charter: Do you agree with 

the proposal that providers publish an initial Charter on 

their website on 2 October 2023, containing monthly 

Charter commitments, and are allowed to update the 

Charter each quarter thereafter? If yes, please explain why 

and, if no, please provide specific alternative suggestions.   

  

Tesco Mobile agrees that providers should publish an initial Charter on their website 

on the 2nd
 of October 2023 providing a one stop shop of information for consumers. 

Tesco Mobile disagrees with the proposed requirement to provide monthly Charter 

commitments or to update the Charter each quarter. However, Tesco Mobile agrees 

with  

ComReg’s proposal in section 5.48 of its consultation document i.e., ‘A provider could  

therefore choose to set commitments in their initial Charter that do not change for the 

following quarter(s), meaning that they would not need to update the Charter every 

quarter.’. The Charter should only be updated as required.   

  
Q. 9 Notifying customers: Do you agree with the proposal that providers be required to 

ensure all customers are made aware of the Charter, and otherwise ensure the Charter 

is available on request and in accessible format? If yes, please explain why and, if no, 

please provide specific alternative suggestions.   

  
Tesco Mobile agrees with ComReg’s proposal to ensure customers are made aware of 

the  

Charter as part of the furnishing of the pre-contractual information. Tesco Mobile 

also agrees that it should be accessible via a one-click from the homepage. However, 

should a customer request a copy of the Charter as they may have difficulty accessing 

it from the website, we would question if providing an accessible copy via email and 

or SMS would meet the requirement, specifically if required to meet the proposed 48 

hour turnaround timeframe.  
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With regard to ComReg’s proposal that the Charter meets ‘any Web Content 

Accessibility Guidelines standard as developed by the World Wide Web’, Tesco Mobile 

believes that should a provider have registered disabled end-users requiring special 

assistance or  

support, that the support is provided in way that meets the requirements of the end-
user  

as opposed to meeting ‘any’ Web Content Accessibility Guidelines. Users with 

special needs often have tailored devices and/or applications that provide the ability to 

convert  

text to speech screen readers and text to braille which negates the need for ComReg 

to mandate unnecessary requirements on providers, especially when there are 

providers with no registered disabled end-users hence any proposal to mandate 

that providers  

meets ‘any’ accessibility guidelines would be disproportionate and unnecessary.    
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Q. 10 Charter content (core customer service): Do you 

agree with the proposed Charter content and the form in 

which commitments around core customer service, are to 

be expressed in a Charter? If yes, please explain why and, 

if no, please provide specific alternative suggestions.   

  

Tesco Mobile agrees that there is a need for a one stop shop of information for end-

users and agrees that there should be no duplication to information already required 

to be published. With regard to the proposal around the seven core customer 

service areas, Tesco Mobile agrees that there should be transparency around how 

customers can raise a query and around the expected response times for each of the 

channels provided. Tesco Mobile believes that it is inappropriate at this time to introduce 

reporting metrics. Tesco Mobile believes that ComReg already receives information 

regarding customer satisfaction with the service levels provided via the Consumer 

Line. ComReg already publishes such  

information i.e., the ‘ComReg Consumer Care Statistics Report’ on a quarterly basis 
that  

details the issues and complaints raised by service providers’ customers to ComReg 

and  

this, should provide ComReg with the information it needs to know whether service 

levels are as outlined in the Charter but more importantly where there is consumer 

dissatisfaction or harm.     

  

Tesco Mobile believes that placing onerous reporting requirements on all providers is 

unreasonable, unjustified, and disproportionate. ComReg’s remit is to protect 

consumers and therefore ComReg should focus on where there is consumer harm 

as opposed to  

penalising all providers in the same way.  

  
Q. 11 Charter content (complaint handling): Do you agree with the proposed Charter 

content around complaint handling? If yes, please explain why and, if no, please provide 

specific alternative suggestions  
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Tesco Mobile agrees with ComReg in that the Charter should not duplicate 

documents already required to be published and that it would be more appropriate for 

the Charter to make customers aware that the complaint handling code of practice 

exists, and where to find it.    
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Q. 12 Charter content (connections): Do you agree with the proposed Charter content 

and the form in which commitments around connections, are to be expressed in a 

Charter? If yes, please explain why and, if no, please provide specific alternative 

suggestions.   

  

It is our understanding that this section relates to fixed line services (including 

internet access services provided by fixed line providers) and therefore not 

applicable to Tesco Mobile. However, we would agree that information around 

connections should be made available to end-users.   

  

Q. 13 Charter content (billing and refunds): Do you agree with the proposed Charter 

content and the form in which commitments around billing and refunds, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions.   

  
Tesco Mobile agrees that there is a need for a one stop shop of information for end-

users and agrees that there should be no duplication of information already required 

to be published. In addition, Tesco Mobile believes that where a service provider 

already provides helpful information to its customers about how they can raise a query 

regarding their bill and/or charges and how they can manage their spend and receive 

refunds if due, that this information should also not be duplicated, and customers should 

just be directed to same.   

  
Q. 14 Charter content (outages and repairs): Do you agree with the proposed Charter 

content and the form in which commitments around outages and repairs, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions.   

  
Tesco Mobile agrees with the proposed Charter content, including the thresholds 

as referenced regarding outages and repairs. With regard to planned works, Tesco 

Mobile publishes a Service Notification on our website in advance of any planned 

works so to ensure our customers are made aware of works that may impact their 

service and we update this throughout the period. Furthermore, once we become 
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aware of an unplanned outage, we also publish a notification on our website and on our 

social media channels to advise our customers that we are aware of the issue, are 

working with our suppliers to resolve the same and that we will keep them informed 

throughout. Overall, we agree that further transparency should be provided on any 

outage to ensure customers are aware and kept informed throughout.   
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Q. 15 Charter content (disconnection policy): Do you agree with the proposed Charter 

content and the form in which commitments around disconnection for non-payment of 

bills are to be expressed in a Charter? If yes, please explain why and, if no, please provide 

specific alternative suggestions.   

  

Tesco Mobile agrees with the overall concept of publishing a Charter that makes 

available information around every aspect of the customer service and customer 

supports that are available. However, where information is already available and or 

required to be available to customers, we would again ask that we avoid duplication 

where possible and just refer customers to where this information can be found by 

providing direct links to the  

applicable information. As you will be aware, end-users’ contracts are required to 

include  

comprehensive information around disconnection and notice periods.   

  

In addition, it is worth noting that the telecommunications industry can hold its head 

up high as to how we worked together and provided voluntary commitments during the 

Covid- 19 pandemic. 7Tesco Mobile would contend that operators already work closely 

with their customers who may have difficulty paying their bills so to ensure they remain 

connected if  

facing financial difficultly. However, operators’ goodwill can also be open and subject 

to  

abuse, hence the need to allow operators to protect themselves from abuse and work 

with their customers without having to be too prescriptive on a charter.    

  
Q. 16 Charter content (switching services): Do you agree with the proposed Charter 

content around switching services? If yes, please explain why and, if no, please provide 

specific alternative suggestions  

  
Tesco Mobile agrees with the overall concept of publishing a Charter that makes 

available information around every aspect of the customer service, including switching 

and customer supports that are available. However, where information is already 

available and or required to be available to customers, we would again ask that we avoid 

duplication where possible and just refer customers to where this information can be 

found by providing direct links to the applicable information.    
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With regard to providing an SLA on issuing unlocking codes, this would pose a 

significant challenge for MVNO’s such as Tesco Mobile and smaller operators that may 

not have direct access to the handset manufacturers. There is an unlevel playing 

field in this area and  

therefore  we  agree that  there should be transparency  around average expected  
 

7 https://www.ibec.ie/connect-and-learn/media/2020/04/15/telecoms-industry-announces-covid-consumer- 

response-initiative 

https://www.ibec.ie/connect-and-learn/media/2020/04/15/telecoms-industry-announces-covid-consumer-response-initiative
https://www.ibec.ie/connect-and-learn/media/2020/04/15/telecoms-industry-announces-covid-consumer-response-initiative
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timeframes to receive an unlock code but imposing any minimum SLA would pose 

a significant challenge and unnecessary burden on smaller players.  

  
Q. 17 Charter content (other): Are there any other areas and/or content you think should be 

included in a Charter? If yes, please explain and provide specific suggestions.   

  
Tesco Mobile believes that the Charter should also include information relating to 

Premium Rate Services to effectively advise that these are third party services and 

provide direct links to the information already available. In addition, the Charter 

should include direct links to important and useful information, for example relating 

to Child Protection and Nuisance Communications.    

  
Q. 18 Evaluating performance: Do you agree with the proposal that providers report their 

performance against Charter commitments to ComReg on a quarterly basis, and 

arrange and pay for an independent audit of performance reports on an annual basis? If 

yes, please explain why and, if no, please provide specific alternative suggestions.   

  

Tesco Mobile disagrees with the proposal that providers report their performance 

against Charter commitments to ComReg on a quarterly basis and arrange and pay for 

an independent audit of performance reports on an annual basis. Tesco Mobile believes 

that ComReg already has a method available to it via its ComReg Consumer Care 

Statistics Report to monitor performance of any service level commitments. As part of 

the Charter, it could be advised to consumers that should performance levels not meet 

those offered,  

if offered, that it should be reported to ComReg’s consumer team.    

  

Tesco Mobile believes that placing onerous evaluation and reporting requirements on 

all providers is unreasonable, unjustified, and disproportionate. ComReg’s remit is to 

protect consumers and therefore ComReg should focus on where there is 

consumer harm as  

opposed to penalising all providers in the same way.  
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Q. 19 Performance reporting: If you have any specific comments on ‘Schedule 3: 

Customer Charter Data Dictionary and Reporting Template’ published alongside this 

consultation (summarised in Table 2), please provide these in response to this question.   

  

Tesco Mobile disagrees with ComReg’s proposal to require performance 

reports and believes that ComReg already has a method available to it via its 

ComReg Consumer Care  

Statistics Report to monitor performance of any service level commitments. As part of 
the  
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Charter, it could be advised to consumers that should the performance levels not 

meet those offered, if offered, that it should be reported to ComReg’s consumer team.    

  

Tesco Mobile believes that placing onerous reporting requirements on all providers 

is unreasonable, unjustified, and disproportionate. ComReg’s remit is to protect 

consumers and therefore ComReg should focus on where there is consumer 

harm as opposed to  

penalising all providers in the same way.   

  
Q. 20 Regulatory impact assessment: Do you agree with ComReg’s Regulatory Impact 

Assessment and the preliminary conclusions as set out? If yes, please explain why 

and, if no, please provide specific alternative suggestions particularly with respect to 

the benefits and costs identified, including any evidence to support quantifying such 

benefits and costs.   

  

Tesco Mobile agrees with section 8.4.2 of the draft RIA and that option 2 would be the 

most appropriate as an intervention at this stage. Tesco Mobile believes that a Charter 

will drive further improvements and enhancements to customer service levels but 

does not agree at this stage to introduce reporting, evaluation and auditing 

requirements. Tesco Mobile believes that operators are already incentivised to 

keep their customers happy and ComReg already has the ability to monitor 

customer satisfaction levels via its Consumer Team Line and subsequent quarterly 

publication i.e., ComReg Consumer Care Statistics Report. This report should be 

utilised by ComReg to target operators and not burden all operators for the issues 

of those highlighted in the report.     

  

Tesco Mobile believes that placing onerous reporting requirements on all providers is 

unreasonable, unjustified, and disproportionate. ComReg’s remit is to protect 

consumers and therefore ComReg should focus on where there is consumer harm 

as opposed to  

penalising all providers in the same way.   
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12 Three  
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1 Summary 
Three welcomes the opportunity to respond to this consultation on Proposals for 

Implementing a Customer Charter. 

Three is strongly committed to providing the best customer experience. Among other 

things, this is reflected in the fact that Three Ireland won the 2022 award for Best 

Customer Experience at the European Contact Centre & Customer Service Awards. 

ComReg’s most recent Consumer Care Statistics Report shows that in terms of 

complaints per 100,000 subscribers Three had the lowest volume of complaints of the 

major operators and is well below the industry average. 

It is this context that we believe that the current ComReg proposals for the introduction 

of a Customer Charter will not achieve ComReg’s stated objectives. 

Three believes that the information transparency issues identified in ComReg’s market 

research can be better and more directly addressed by other means than by the 

current proposals. The scope of the proposed Charter has been expanded beyond the 

issues identified in the market research and as a result there is a significant and real 

risk that the Charter becomes an unwieldy compendium of information that in practice 

cannot be used by customers for its intended purpose. 

In terms of service performance commitments ComReg itself recognises that Service 

Providers already provide information on expected performance. ComReg’s main 

issue appears to be that this information is not expressed in terms of 100% 

achievement targets. The proposed Charter template on the one hand elicits voluntary 

commitments on 100% targets while on the other forecloses the opportunity for 

Service Providers to offer other performance commitments within the context of the 

Charter. If the Charter operates as ComReg’s intended one-stop-shop then the effect 

would be that unless the 100% commitments are volunteered customers will have less 

information about the current service performance levels. It is Three’s experience that 

the service provided to the vast majority of customers is of most importance, and that 

there will always be a small number of outlier cases which do not represent the overall 

customer experience. While the outliers cannot be ignored, dealing with them should 

not be done in a way which adversely affects the majority of customers. 

To summarise, Three remains committed to customer service however we believe that 

the issues identified by ComReg can be better addressed in other ways than by the 

current Charter proposals. 
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2 Responses to Consultation Questions 
Consultation Question 1 
Introducing Charter requirements: Do you agree with the proposal that ComReg 

should introduce requirements for providers of IAS and ICS to prepare, publish and 

keep updated a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Three Response: 
Three notes that ComReg’s intent in proposing to mandate the publication of a 

Customer Charter is to create transparency around the levels of customer service 

providers offer and to drive improvements in overall customer service levels. 

As currently formulated Three believes that the ComReg proposals will not deliver on 

the stated objectives. 

The proposed requirement to consolidate all of the required transparency information 

under seven distinct headings into a single document covering all of the customer 

segments, service offerings and support channels served by the Service Provider. For 

larger multiplay service providers this will include fixed and mobile, voice and 

broadband, prepay and postpay, on-line only, sub-brands, etc. 

As ComReg sets out in its RIA expanding the scope beyond Consumer is likely to 

result in Service Providers needing “... to develop different sub-sections of the Charter 

to cover non-residential organisations” as these additional customer segments 

potentially have further additional differentiated offerings. 

ComReg has made no estimate of the likely size of the proposed Charter. Three 

estimates that it could extend to 10 pages or more based on the current proposals. 

It is notable that while ComReg quotes issues in relation to ease of navigation of 

websites and issues with locating information its market research did not canvas 

whether improvements to website design would address these issues. Instead it asked if 

compiling customer service commitments information into a single document would be 

useful. It didn’t ask whether consolidating a range of information across 7 distinct 

areas into a 5-10 page document is desirable. 

Three is of the view that the current proposals will impose a regulatory burden on 

Industry without directly addressing the issues identified in ComReg’s own market 

research. It may also unnecessarily restrict a Service Provider’s freedom to develop 

their own approach to meeting their customer needs. Three believes that a more 

focussed approach to transparency around a reduced set of topics would yield better 

outcomes for end-users. 
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Consultation Question 2 
Overarching approach to introducing a Charter: Do you agree with the proposal that 

the Charter will contain provider-set commitments, with ComReg to monitor and 

evaluate implementation of the Charter requirements and the levels of customer 

service committed to and implemented by providers for their adequacy before deciding 

whether to seek to move to the specification of Minimum Quality of Service Standards, 

and/or seek to require any Minimum Quality of Service Standards information is 

included in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Three Response: 
Three observes that there are two distinct strands to the issues that ComReg is 

seeking to address. The first is informational transparency regarding processes and 

procedures and the second is certainty regarding service performance. 

While Three does not believe that the Charter as currently proposed is the best way 

of dealing with these, if there is to be a Charter, then it is appropriate that it allows for 

the possibility of Service Providers offering voluntary commitments on Service 

Performance within the Charter. Three does not agree with the way in which the 

opportunity to offer such commitments has been specified in the Charter and 

addresses this in our response to Question 5. 

Three is of the view that it is premature for ComReg to immediately move to Minimum 

Quality of Service Standards if no other reason than ComReg has set out no proposals 

in this regard. 

Three believes that it may take some time for voluntary commitments to become 

widespread. This is because of the lead-time to put in place the operational support 

mechanisms (including reporting capability) that will underpin them. It is appropriate 

that ComReg monitors the evolution of this area before deciding whether or not further 

regulatory intervention is required. 
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Consultation Question 3 
Providers that Charter requirements will apply to: Do you agree with the proposal that 

Charter requirements will apply to providers of IAS and/or number based interpersonal 

communications services with a market share of 0.5% or greater? If yes, please 

explain why and, if no, please provide specific alternative suggestions. 

Three Response: 
Three believes that ComReg’s thresholding proposal is unnecessarily complicated. 
 

Unless a Service Provider has a specific business plan to limit its size in the market 

then it must plan for breaching the threshold at some point and publishing a Charter. 

As long as it remains below the proposed threshold it faces a recurring quarterly 

overhead of assessing its market share against the threshold until such time as it is 

above the threshold. The recurring operational impact of the threshold assessment 

should be balanced against the bringing forward the timing of publishing a Charter. 

The proposed mandated minimum Charter content consists of the documentation of 

contacts and processes with committed service levels being voluntary. 

Some of the mandated process information is already subject of separate publication 

obligations (for example the Code Conduct for Complaint Handling and IAS switching 

information). The other information represents the centralised documentation of 

business processes which should exist in an operator of any size. 

It is not clear that the incremental effort of publishing this in Charter form is so 

burdensome on a per Service Provider basis as justify to depriving 100% of the 

customers of those Service Providers below the threshold of the benefit of a Charter. 

Based on this Three is of the view that the obligation to publish a Charter should apply 

to all Service Providers from the date of market entry. 

If ComReg is minded to retain the proposal for a threshold, Three is of the view that 

the current ComReg proposal can be significantly simplified. Rather than use a 

variable figure calculated on a quarterly basis, ComReg should set an absolute 

number of subscribers as the threshold for requiring a Charter and once this is reached 

based on the Quarterly Report returns the obligation would apply. The absolute 

number could approximate to the current level of the proposed 0.5% market share. 

Based on current trends the relevant ICS and IAS markets the likely change in 

percentage market share corresponding to a defined volume of customers is unlikely 

to deviate significantly from 0.5% in the short to medium term. Given that ComReg is 

proposing a review of the operation the currently proposed Charter requirements there 

is also scope for also reviewing the threshold level at that point. This alternative 

approach means that there is no requirement on operators to continually self-assess 

their market share. 

If ComReg wishes to keep the percentage market share approach Three notes that 
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ComReg already calculates percentage market share as part of the Quarterly Report 
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process. Any self-assessment of market share by operators in respect of the Charter 

would likely be validated by ComReg in any event. As ComReg would be using its 

own assessment of market share for such validation in any event, ComReg should 

use is own calculation of market share from the quarterly report and simply notify 

Service Providers once they are above the threshold level. 
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Consultation Question 4 
End-users that a Charter will address: Do you agree with the proposal that providers 

will be required to prepare, publish and keep updated a Charter that address all 

consumers, microenterprises, small enterprises and not-for-profit organisations? If 

yes, please explain why and, if no, please provide specific alternative suggestions. 

Three Response: 
Three notes that that ComReg’s market research is focussed primarily on the retail 

consumer market segment. In fact, the questions on fixed broadband explicitly refer to 

home broadband. It is not possible to simply read across an issue in the consumer 

segment as applying to the business segment. Absent some evidence of a problem in 

the business segment ComReg has no basis for intervention. This is a straightforward 

procedural deficit. 

ComReg calls out low scores in the market research for the over 65 age cohort. Three 

notes that many companies and organisations have mandatory retirement at 65 and 

the state pension becomes payable at 66. It is not clear that the responses from the 

over 65 cohort from the market research are relevant to the business segment. 

Three notes that in general only the experience of the decision maker or account 

contact is relevant in assessing the canvassed topics as they relate to the business 

segment. The survey data in respect of mobile covers all respondents. Unless the 

sample is comprised only of business account decision makers these results cannot 

be simply read across into the business segment. 

Many Service Providers have separate sections on their websites for business and 

residential customers. In addition, Service Providers may use separated dedicated 

support teams for Business, have separate sales channels and offer different 

products. The differences in information access between Business and Consumer 

segments are greater where there is account management. Account Management 

contacts afford relevant businesses with additional mechanism to interact with their 

provider and to obtain information. 

In formulating its proposals as they relate to extending the scope to the business 

ComReg has failed to take adequate account of these factors. 

ComReg’s analysis regarding the justification for extending the requirements to the 

business segment appears to be based on an assessment of some form of 

Countervailing Buyer Power. Three agrees that where large customers carry out 

comparative procurement processes, they have the ability to directly obtain the 

informational elements of the Charter and also to potentially obtain bespoke service 

performance commitments. Even if there were general issues in the business segment 

of the type inferred by ComReg these types of customers would be unaffected and 

should be outside of the scope of the Charter. However even if Business customers 

are not at the largest scale, they may also have mechanisms to readily obtain the 
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information especially if they are account managed. These also should be outside of 

the scope of the Charter. 

There are also issues with ComReg’s proposed blanket inclusion of not–for-profit 

organisations. For example, the Mater Hospital Dublin is a not-for-profit with nearly 

4,000 staff and income of over €350m in 2021. There is no indication that organisations of 

this scale or scope require to be included in the scope of Charter as proposed. 

Three notes that it is not possible for Service Providers to know which segment a B2B 

customer falls into as this is based on the cut-offs of customer turnover/employee 

numbers, of which Service Provider has no visibility. This means that there is no legal 

certainty for Service Providers as regards the boundaries of the obligation. 

An alternative approach would be that the Charter would only apply to business 

customers with limited volumes of lines or connections that approximate to the 

Consumer segment. 
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Consultation Question 5 
High-level Charter contents: Do you agree with the proposal that a Charter will contain 

both general information on providers’ customer service policies, and specific 

commitments as to the level of customer service an individual customer can expect to 

receive in a given period? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Three Response: 

Three observes that there are two distinct strands to the issues that ComReg is 

seeking to address. The first is informational transparency regarding processes and 

procedures and the second is certainty regarding service performance. While Three 

does not believe that the Charter as currently proposed is the best way of dealing with 

these, if there is to be a Charter then it is appropriate that it allows for the possibility of 

Service Providers offering commitments on Service Performance. 

However Three believes that the current proposals are too restrictive, particularly in 

the context of any such commitments being voluntary. Service Providers should have 

the scope to offer such commitments they feel that they can actually deliver on, 

whether that be a 100% target or a lower percentage performance threshold. Provided 

such commitments are measurable ComReg should not restrict Service Providers 

from volunteering these types for commitments to customers. 

ComReg’s proposals seek to immediately move the market from indicative 

performance levels being offered to 100% performance targets with no intervening 

way points. Three believes that this is counterproductive and actually reduces 

incentives for Service Providers to move from the current indicative performance 

information to some form of commitment. The performance delivered to the vast 

majority of customers is of most relevance to realistic expectations of customer 

service. If the target must be based on 100% then this will force Service Providers to 

reduce the overall target in order to cater for outliers. In a competitive market, this is 

a matter that should be left to individual Service Providers to decide. 

Expanding the range of commitments that can be offered in the initial stages of the 

Charter evolution does not preclude the offering of the specific performance 

commitments envisaged by ComReg and therefore is unlikely to be to the detriment of 

end-users and is more likely to be to their benefit. 
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Consultation Question 6 
Overarching Charter form: Do you agree with the proposal that providers must 

prepare, publish and keep updated a Charter in accordance with a ComReg specified 

template? If yes, please explain why and, if no, please provide specific alternative 

suggestions. 

Three Response: 

Three’s response to this question is without prejudice to Three’s position that the 

current proposals for the substantive content of a Charter will not yield ComReg’s 

stated objectives. 

Three notes that in general terms having the same structure in different documents 

facilitates comparison between the documents. To this extent the use by different 

operators of the same document structure would facilitate comparison between them. 

However, if the documents themselves are too long in the first instance making the 

comparison easier is not the same as making it easy. 
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Consultation Question 7 
Charter template: Do you agree with the proposed form requirements for completing a 

Charter template? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Three Response: 
Three believes that there are a number of issues with the proposed guidelines. 
 

The first of these relates to the internal disparity between the highly prescriptive 

wording for voluntary commitments as against the ambiguity that exists regarding the 

level of detail that must be provided to meet the publication obligations in respect of 

mandatory elements. 

The lack of specific guidance on level of detail required or its layout or structure 

undermines the effectiveness of the template in facilitating comparison between 

documents. 

More worryingly, the ambiguity that exists regarding the level of detail that must be 

provided to meet the publication obligations in respect of mandatory elements creates 

legal uncertainty for Service Providers. Schedule 2: Requirements for Completing the 

Customer Charter Template appears to contemplate that the Charter will contain a 

summary of this information. The requirements contain wording which repeatedly sets 

out that “In this section, a Relevant Service Provider shall include information around 

...” followed by a high level description. Some of these descriptions relate to processes 

or policies and it is not clear what level of detail will be sufficient to meet the publication 

obligation. 

In respect of the voluntary commitments the wording forecloses the possibility that 

Service Providers offer Service Performance commitments other than individualised 

commitments based on a target of 100% achievement. For example the wording “We 

do not commit to any specific post response times” does not appear to allow a Service 

Provider to offer other commitments such as “80% of queries will be answered with X 

days”. Indeed, even where Service Provider offers a 100% performance target there 

is no scope for them to offer information on the likely improved performance that would 

be available for example in 70%, 80% or 90% of cases. The template should be 

modified to allow these alternative commitments to be expressed, albeit that where 

the individualised commitment is not offered this should be stated. 
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Consultation Question 8 
Publishing and updating a Charter: Do you agree with the proposal that providers 

publish an initial Charter on their website on 2 October 2023, containing monthly 

Charter commitments, and are allowed to update the Charter each quarter thereafter? 

If yes, please explain why and, if no, please provide specific alternative suggestions. 

Three Response: 
Notwithstanding ComReg’s position that “...the proposed requirements have been 

largely designed to work with provider’s current business models and operations” 

Three does not believe that ComReg has fully taken account of the challenges 

associated with the proposal that providers publish an initial Charter on their website 

on 2 October 2023. The three-month period between the target date for the Decision 

and the proposed initial publication date will overlap with activities already in train 

including activity related to IAS switching and EECC implementation. The proposed 

timeframe also straddles the summer holiday period. 

In practical terms the requirement to align initial publication with the start of the quarter 

appears to be driven mainly by the reporting associated with voluntary commitments. 

Because the systems and processes required for the data capture for such reporting 

must be in place before voluntary commitments are given Three does not believe that 

there will be widespread commitments offered by 2nd October in any event. If the initial 

publication is decoupled from the reporting associated with voluntary commitments, 

then the imperative to have the initial publication by the start of the quarter no longer 

applies. This gives scope to set an initial publication date that affords Service 

Providers more time to develop the Charter content, go through any required 

governance sign offs and make any necessary website changes. Given the market 

dynamics of sales around the Christmas period Three belies that provided the Charter 

is in place before the end of November there would be limited detriment to consumers 

from the small delay. 
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Consultation Question 9 
Notifying customers: Do you agree with the proposal that providers be required to 

ensure all customers are made aware of the Charter, and otherwise ensure the 

Charter is available on request and in accessible format? If yes, please explain why 

and, if no, please provide specific alternative suggestions. 

Three Response: 
Without prejudice to Three’s position as regards ComReg’s interpretation of section 

81(7) of the Consumer Rights Act Three notes that the ComReg proposal is that it 

adopts Option 2 as set out in the RIA. This Option is that notification be included as 

part of pre-contractual information. To the extent that there is a notification obligation 

Three believes that this is proportionate. However, the wording of the draft Decision at 

Section 5.1 does not make it clear that the notification obligation refers to it being 

included in the pre-contractual information. Three suggests that the wording is updated 

accordingly. 

In relation to the obligation to provide a copy in durable medium Three believes that 

the requirement to provide this with 48 hours from the request is unreasonable. Under 

the current formulation a request received at 5 minutes to 5 on a Friday afternoon 

would have to be met by 5 minutes to 5 on the Sunday. This should be reformulated 

to be specified in working days. 
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Consultation Question 10 
Charter content (core customer service): Do you agree with the proposed Charter 

content and the form in which commitments around core customer service, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Three Response: 
In line with our response to other questions Three believes that taken as a whole the 

breadth and depth of items that ComReg proposes to be included in the Charter run 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. This is especially true for multi-play Service Providers who have a variety 

of different offerings in fixed, mobile, consumer and business and who may have 

different operational practices for each of these customer segments and for different 

support channels such as on-line only. 

As outlined in our response to Question 5 Three believes that the proposed limitation 

of only offering voluntary commitments based on 100% targets is counter-productive 

and limits the ability for Service Providers to offer commitments in line with the 

maximum levels they feel they can achieve. 

Three notes that the data dictionary excludes automated replies from being a valid 

response. In the context of developments in Artificial Intelligence an automated 

response may be more than satisfactory in dealing with customer queries. Three 

believes that the exclusion for automated replies should be limited to those which do 

not directly address the customer query. 
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Consultation Question 11 
Charter content (complaint handling): Do you agree with the proposed Charter content 

around complaint handling? If yes, please explain why and, if no, please provide 

specific alternative suggestions. 

Three Response: 
Three has published its Code of Practice for Complaint Handling and this is accessible 

via a single click from its homepage. 
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Consultation Question 12 
Charter content (connections): Do you agree with the proposed Charter content and 

the form in which commitments around connections, are to be expressed in a Charter? 

If yes, please explain why and, if no, please provide specific alternative suggestions. 

Three Response: 
Three notes that the wording in Schedule 2: Requirements for Completing the 

Customer Charter Template relating to this topic is specific to fixed services. However, 

this heading is included in Schedule 1: Customer Charter Template as being 

mandatory even in circumstances where the Service Provider does not offer fixed 

services or is below the proposed ComReg threshold. 

In line with our response to other questions Three believes that taken as a whole the 

breadth and depth of items that ComReg proposes to be included in the Charter run 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. This is especially true for multi-play Service Providers who have a variety 

of different offerings in fixed, mobile, consumer and business and who may have 

different operational practices for each of these customer segments and for different 

support channels such as on-line only. 

As outlined in our response to Question 5 Three believes that the proposed limitation 

of only offering voluntary commitments based on 100% targets is counter-productive 

and limits the ability for Service Providers to offer commitments in line with the 

maximum levels they feel they can achieve. 
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Consultation Question 13 
Charter content (billing and refunds): Do you agree with the proposed Charter content 

and the form in which commitments around billing and refunds, are to be expressed in 

a Charter? If yes, please explain why and, if no, please provide specific alternative 

suggestions. 

Three Response: 
In line with our response to other questions Three believes that taken, as a whole, the 

breadth and depth of items that ComReg proposes to be included in the Charter runs 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. This is especially true for multi-play Service Providers who have a variety 

of different offerings in fixed, mobile, consumer and business and who may have 

different operational practices for each of these customer segments and for different 

support channels such as on-line only. 

As outlined in our response to Question 5 Three believes that the proposed limitation 

of only offering voluntary commitments based on 100% targets is counter-productive 

and limits the ability for Service Providers to offer commitments in line with the 

maximum levels they feel they can achieve. 



 

Page 215 of 272  

Consultation Question 14 
Charter content (outages and repairs): Do you agree with the proposed Charter 

content and the form in which commitments around outages and repairs, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Three Response: 
In line with our response to other questions Three believes that taken as a whole the 

breadth and depth of items that ComReg proposes to be included in the Charter run 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. This is especially true for multi-play Service Providers who have a variety 

of different offerings in fixed, mobile, consumer and business and who may have 

different operational practices for each of these customer segments and for different 

support channels such as on-line only. 

As outlined in our response to Question 5, Three believes that the proposed limitation 

of only offering voluntary commitments based on 100% targets is counter-productive 

and limits the ability for Service Providers to offer commitments in line with the 

maximum levels they feel they can achieve. 

Specifically in relation to the 1% threshold Three believes that there should also be a 

de minims absolute figure. This is to deal with the situation where a small volume of 

uncorrelated “normal” faults would take an operator with a small base above the 1% 

threshold. 
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Consultation Question 15 
Charter content (disconnection policy): Do you agree with the proposed Charter 

content and the form in which commitments around disconnection for non-payment of 

bills are to be expressed in a Charter? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 

Three Response: 
Three notes that the disconnection process is in effect a suspension or termination of 

service under the contract with the end-user. Because of this Three does not believe 

that it is appropriate to offer additional voluntary commitments as regards notice 

periods in the Customer Charter. To the extent that the contract provides for minimum 

notice periods then these apply as a matter of contract law. 

In line with our response to other questions Three believes that taken as a whole, the 

breadth and depth of items that ComReg proposes to be included in the Charter run 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. This is especially true for multi-play Service Providers who have a variety 

of different offerings in fixed, mobile, consumer and business and who may have 

different operational practices for each of these customer segments and for different 

support channels such as on-line only. 
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Consultation Question 16 
Charter content (switching services): Do you agree with the proposed Charter content 

around switching services? If yes, please explain why and, if no, please provide 

specific alternative suggestions. 

Three Response: 
In line with our response to other questions Three believes that taken as a whole the 

breadth and depth of items that ComReg proposes to be included in the Charter run 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. This is especially true for multi-play Service Providers who have a variety 

of different offerings in fixed, mobile, consumer and business and who may have 

different operational practices for each of these customer segments and for different 

support channels such as on-line only. 
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Consultation Question 17 
Charter content (other): Are there any other areas and/or content you think should be 

included in a Charter? If yes, please explain and provide specific suggestions. 

Three Response: 
In line with our response to other questions Three believes that taken as a whole the 

breadth and depth of items that ComReg proposes to be included in the Charter run 

the risk that the Charter document becomes effectively unreadable due to its size and 

complexity. In this context we believe that including additional areas in the Charter 

would further exacerbate this issue. 
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Consultation Question 18 
Evaluating performance: Do you agree with the proposal that providers report their 

performance against Charter commitments to ComReg on a quarterly basis, and 

arrange and pay for an independent audit of performance reports on an annual basis? If 

yes, please explain why and, if no, please provide specific alternative suggestions. 

Three Response: 
For the reasons outlined in our response to Question 5 Three believes that the 

“individualised” commitments, which are the only type allowable under ComReg’s 

proposals, are not currently commonplace in the market. Service Providers who 

decide to move to offer such individualised commitments will face issues of 

seasonality, variable demand, variable resourcing (e.g. during holiday periods) and 

may make commitments in good faith that will require the underlying support 

processes and operations to be refined over time in order to consistently meet them. 

Because of this Three believes that any reporting requirement should be deferred for a 

number of quarters following the initial introduction of commitments. 

Three believes that the absence of such a deferral would act as a disincentive to the 

introduction of meaningful commitments as Service Providers would be faced with 

either setting loose targets until they had sufficient information to tighten them. 

Alternatively, they would delay introducing them until they had sufficient information to 

be confident that they could meet them. 

Three believes that the requirement to have systematic and periodic independent 

audits of the performance report carried out by every Service Provider in scope of the 

obligation is not justified or proportionate. In seeking to mitigate a hypothetical, 

unquantified risk ComReg is proposing to impose real and actual costs on each 

individual operator without considering alternatives. 

As set out in the RIA ComReg’s reason for rejecting that no audit be carried out is that 

absent such an audit the accuracy of any reporting cannot be guaranteed. ComReg 

has failed to assess the likelihood of this risk crystallising, the likely scope or scale of 

any misreporting, of any impact of misreporting and to balance that against the costs 

of independent third party audits. 

ComReg has entirely failed to consider other mechanisms that would ensure the 

accuracy of reported information. 

ComReg explicitly envisages that the performance commitments and the associated 

reporting will become an input to the purchase decision. Indeed in the RIA ComReg 

sets out that inaccurate reporting “could skew competition”. ComReg has failed to 

consider whether publication of performance would amount to an unfair sales practice 

under consumer protection law and if so whether this is a sufficient constraint to ensure 

accurate reporting. 
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These might include using ComReg’s formal information gathering powers to obtain 

the reporting information in a manner that ensures is accuracy. Three notes that 

ComReg already uses these powers extensively to obtain information on a periodic 

basis. 
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Consultation Question 19 
Performance reporting: If you have any specific comments on ‘Schedule 3: Customer 

Charter Data Dictionary and Reporting Template’ published alongside this 

consultation (summarised in Table 2), please provide these in response to this 

question. 

Three Response: 
Three notes that the data dictionary aligns with the proposals for the Charter content. 
 

Three belives that precision in the defintion of the metrics is welcome (for example the 

strat and stop conditions for timers) and allows for consistency of reporting and 

comparablity across operators. 

However as outlined previously Three believes that the current proposed restrictive 

approach to the form of voluntary commitments being on an individualised basis is not 

the optimal approach. Serivce Providers should also have the scope to offer 

commitemnts in terms of overall precentage performance which use the same metric 

defintions. 

As outlined in our response to Question 10 Three notes that data dictionary excludes 

automated replies from being a valid response. In the context of developments in the 

Artificial Intelligence automated response may be more than satisfactorily dealing with 

customer queries. Three believes that the exclusion for automated replies should be 

limited to those which do not directly address the customer query. 
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Consultation Question 20 
Regulatory impact assessment: Do you agree with ComReg’s Regulatory Impact 

Assessment and the preliminary conclusions as set out? If yes, please explain why 

and, if no, please provide specific alternative suggestions particularly with respect to 

the benefits and costs identified, including any evidence to support quantifying such 

benefits and costs. 

Three Response: 
Three believes that there a number of deficiencies in the RIA. 
 

Perhaps the most obvious one is that ComReg is proposing to mandate the inclusion 

in the Charter of mandatory content against each of the categories outlined in Section 

37 of the Act. ComReg has discretion to include or not to include this content and has 

failed to assess on a category-by-category basis whether it is appropriate or necessary 

to mandate the inclusion of the specified information. It has simply said it is exercising 

its discretion in respect of all categories. 

ComReg has also failed to assess whether when all of this mandatory information is 

aggregated it results overall in a document too unwieldy to deliver the transparency 

objectives. 

Related to this is ComReg’s failure to assess whether there are other mechanisms to 

address the transparency issues highlighted by the market research. 

The approach taken by ComReg of simply reading across identified issues in the 

consumer space into the business space means that ComReg cannot properly assess 

whether its proposed interventions in respect of the business segment are warranted 

or will be effective. This is perhaps illustrated by failing to consider that businesses 

have forms of access to information not available to consumers (for example via 

account management channels etc). 

ComReg has used a broad-brush approach in assessing which business segments to 

include with the scope of the obligation without considering whether this segmentation 

is appropriate to address the identified issues (for example the inclusion of very large 

scale of not-for-profit organisations who clearly will not be dealing with Service 

Providers in the context of the Charter. 

While ComReg did consider the topic of commitments which were not based on 100% 

targets it did so only partially. It failed to assess whether also allowing the inclusion of 

performance targets based on less than 100% would still allow for competitive 

differentiation to the benefit of end users. 

In proposing to impose the cost of 3rdparty audits on operators ComReg failed to 

consider alternatives including those it already uses to ensure the accuracy of data 

supplied to it. 
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3 Other Relevant Issues 
Non ICS/IAS services 
 

As the communication sector evolves there is a continuing trend for communications 

service providers to offer non-communications services and products and for providers 

of non-communications services and products to offer communications services. In 

addition, there is scope for service providers of both types to leverage their 

relationships with customers to provide “agency billing” or similar for goods and 

services which are supplied by third parties. 

There are a wide variety of business models evolving with differing contractual 

relationships for different elements of the supplied goods and service. There are also a 

wide, and increasing, range of non-telecoms products and services that are likely to be 

offered by providers of ICS and IAS. The increased range of goods and services will 

potentially have different contractual, supply, support, and billing characteristics 

compared to IAS and ICS. 

In light of this Three believes that it is neither appropriate nor practical that the 

proposed required Customer Charters should cover those elements of supply which 

are not IAS or ICS. 

Apart from these practical considerations Three believes that interventions in areas 

other than the supply of ICS or IAS are outside of the scope of ComReg’s legislative 

remit. 

While ComReg has not specifically asked for feedback on the text of the proposed 

Decision Instrument Three is of the view that Decision Instrument should contain 

wording clearly setting out the range of services which the requirements in any Charter 

would apply to. 

Sub-brands 

 

Sub-brands are now a feature of the Irish market. These tend not to be separate legal 

entities to their “parent” and are not separate service provides. However, they do have 

separate websites. ComReg should consider whether sub-brands are sufficiently 

distinct so that a separate Charter document for the sub-brand is the most effective 

way of dealing with this issue. 
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13 Verizon Ireland  
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May 16, 2023 

 
ComReg 

One 

Dockla

nd 

Central 

Guild 

Street 

Dublin, D01 E4X0 
 
 

 
Dear Sir/Madam 

 

Response to consultation ref: 
23/14 - Proposals for 
Implementing a Customer 
Charter 

 

 
Verizon Ireland Limited (“Verizon”) would like 

to respond to ComReg’s consultation entitled 

“Proposals for implementing a customer 

charter” (Ref 23/14).1 

 
We are pleased to see that ComReg is 

proposing to extend the benefits of a Customer 

Charter to microenterprises, small enterprises or 

not-for-profit organisations that have similar 

bargaining power as consumers. 

 
We agree with ComReg that larger enterprises 

do not require such regulatory protections 

given they have strong bargaining powers and 

often have very robust contractual protections 

in place (such as Service Level Agreements). 

 
However, we are strongly concerned that the 

definition of “not-for-profit organisation” brings a 
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lot of large enterprise customers into scope 

unnecessarily such as government bodies or 

large multinational charities. We believe this 

goes against ComReg’s intention. 

 
We consider that larger not-for-profit 

organisations have very strong bargaining 

power and to all intents and purposes act like 

large business customers. Large 

organisations such as multinational charities 

or government agencies carry out robust 

RFP and/or procurement processes and are 

well equipped to handle negotiations with 

communications providers. They are not in 

need of the protections envisioned by the 

customer charter. 

 
Other countries have taken a pragmatic 

approach to limiting the scope to those 

organisations who require protection and have 

similar bargaining power to consumers. For 

example, the UK used a staff headcount 

threshold in the definition of not-for-profit 

organisation, while in France and the 

Netherlands, large governmental bodies and 

government 

 

1 https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-
charter.pdf 

https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-charter.pdf
https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-charter.pdf
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agencies are explicitly excluded from the scope of 

the definition respectively. 

 
We therefore urge ComReg to consider limiting the 
scope of the 

not-for-profit definition to avoid unnecessary 

regulatory burden so that it focuses its compliance 

efforts on those sub-categories of end users that 

require additional regulatory protection. We 

propose the following options: 

 
● Option 1 [preferred option] - Amend 

the definition of “not-for-profit 

organisations” to explicitly exclude large 

not-for-profit organisations and government 

bodies. For example, through use of a 

threshold of 10 employees/volunteers. 

 
● Option 2 - If the definition cannot be amended, 

ComReg should add a clarification in its decision 

statement that the intention is for only those Not-for-

Profit organisations which have similar bargaining 

power as consumers should be in scope. For 

example, this could refer to a threshold of 10 

employees/volunteers, or could exclude a not-for-

profit organisation where such a customer already 

has a bespoke SLA agreed with its communications 

provider. 

 
We consider that the above changes would better 

align the regulatory drafting with ComReg’s 

intention by ensuring those customers in need of 

protection are covered, while not extending 

protections unnecessarily to organisations that do 

not require it. 

 

 
Yours sincerely, 
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14 Virgin Media  
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Virgin Media response to: 
Non-Confidential Consultation on ComReg’s “Proposals for 

Implementing a Customer Charter”. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12 May 2023 



 

Page 231 of 272  

Introduction 

• Virgin Media Ireland Limited (‘Virgin Media’) welcomes the opportunity to 
respond to ComReg’s Consultation Document 23/14 “Proposals for 
Implementing a Customer Charter”. 

 

• Virgin Media agrees that customer service is a vital aspect of a customer’s 
experience 

in any service industry and broadly supports this initiative. 

• At the outset it is important to state that Virgin Media always welcome 
programmes and initiatives that improve customer experience and this is very 
much reflected in awards we have won and we continue to lead on customer 
service in this sector. We have the lowest number of complaints in the fixed 
market, as evidenced yet again in ComReg’s Consumer Care Statistics Reports 
for quarter 1, 2023. 

 

• Virgin Media welcomes a further opportunity to provide more detail on how it 
ensures its customers’ receive a great service and therefore has no difficulty in 
telling our customers more about our customer service in a “Virgin Media 
Customer Charter”. 

 

• We make a number of suggestions in our response which we believe will add 
value for customers, including allowing Providers the freedom and scope to 
tailor their Charter in a way that works for their customers and their brand. 

• Any reporting put in place should aim at driving and increasing customer 
satisfaction. Ultimately, we believe that a focus on improving customer 
experience/satisfaction measurements rather implementing reporting metrics 
would be more beneficial and drive better outcomes for customers. On reporting 
we also believe that to add real value for customers, good reporting on key KPIs 
once a year is better than quarterly reporting across a range of KPIs throughout 
the year. 

 

• It is unclear why ComReg feels each Provider should have an independent 
auditor reviewing their reports, at least at the outset. We would suggest that 
should ComReg feel this is a requirement at a later stage, this is something that 
could be introduced, once a regulatory impact assessment suggests a clear 
need. 

 

• In conclusion we welcome this initiative, and we are available to discuss any 
aspect of our response with ComReg should this be required. 

• Please find set out below Virgin Media’s response to the specific questions 
asked ComReg’s consultation paper. 
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Virgin Media Response to The Consultation Questions on 
the Proposals for Implementing a Customer Charter. 
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• Yes, Virgin Media agrees with ComReg’s approach to make this a requirement 
of IAS and ICS provider (“Provider”). We would at the outset state that for it to 
be of real benefit for customers, it is imperative that each Provider has the 
flexibility to draft the Charter in a way that makes the most sense for their 
customers. Please see our response to question 2 below where we provide 
more detail on why flexibility is important. 

 

 

• Virgin Media agrees with ComReg’s proposal to introduce a Charter with 
provider-set commitments which ComReg can then monitor and evaluate rather 
than specific ComReg led QOS minimum service standards. 

• Publication of Customer Charters by Virgin Media with key service 
commitments, together with a level of reporting to ComReg, will in Virgin 
Media’s view provide ComReg with what it needs so that there will not be a 
need for ComReg to set Minimum Quality of Service Standards in the future for 
Virgin Media. 

 

• We would mention that for a Charter to be of real benefit it needs to align with 
key KPI’s that individual providers use for their customer service and it 
therefore is appropriate that the Charter facilitates Providers with this 
flexibility. We would ask ComReg to allow Providers to be agile so they can 
update the Charter as they update 

key customer service levels/commitments, noting that Virgin Media’s objective 
when making changes to service levels is with the intention of continuing to 
provide our customers with a first class service. 

 

 

Q1. Introducing Charter requirements: Do you agree with the proposal that ComReg 

should introduce requirements for providers of IAS and ICS to prepare, publish and 

keep updated a Charter? If yes, please explain why and, if no, please provide 

specific alternative suggestions 

Q2. Overarching approach to introducing a Charter: Do you agree with the proposal 

that the Charter will contain provider-set commitments, with ComReg to monitor and 

evaluate implementation of the Charter requirements and the levels of customer 

service committed to and implemented by providers for their adequacy before 

deciding whether to seek to move to the specification of Minimum Quality of Service 

Standards, and/or seek to require any Minimum Quality of Service Standards 

information is included in a Charter? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 

Q3. Providers that Charter requirements will apply to: Do you agree with the proposal 

that Charter requirements will apply to providers of IAS and/or numberbased 

interpersonal communications services with a market share of 0.5% or greater? If 

yes, please explain why and, if no, please provide specific alternative suggestions. 
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• Virgin Media is unclear why there is a need for such a distinction. All customers 
deserve good customer service. If ComReg is introducing a regulatory 
requirement for customer service, this should be applied across the board. 

 

• Providers may have processes for small enterprises, microenterprises and not 
for profit organisations that are distinct from processes for residential 
customers. Instead of a requirement that these types of customers be included 
in one Customer Charter, it would be more helpful to have flexibility around this. 
It may be that a separate Charter for these smaller business companies will 
work better for these customers. 

 

 

Q5. High-level Charter contents: Do you agree with the proposal that a Charter will contain 

both general information on providers’ customer service policies, and specific commitments 
as to the level of customer service an individual customer can expect to receive in a given 
period? If yes, please explain why and, if no, please provide specific alternative suggestions. 

• Virgin Media generally agrees with the proposal that the Charter contains both 
general information on customer service-related policies and specific 
commitments as to the expected customer service levels where the Provider 
determines that supplying a specific commitment is appropriate and 
measurable. 

 

 

• Virgin Media agrees with a lot of what is in the template, however, we believe 
Providers should be able to innovate and use their own design where they 
choose to do so. 

 

 

• For instance, we consider that in addition to the proposed specified 
introductory content, an option to include an initial brief free style short 
segment would enhance the introductory section of the Charter. This is 
important as it gives Providers the opportunity to convey relevant information 
about the business, its commitment to its customers and underpins the work 
purpose objective as an overview. 

Q4. End-users that a Charter will address: Do you agree with the proposal that 

providers will be required to prepare, publish and keep updated a Charter that 

address all consumers, microenterprises, small enterprises and not-for-profit 

organisations? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Q.6 Overarching Charter form: Do you agree with the proposal that providers must 

prepare, publish and keep updated a Charter in accordance with a ComReg 

specified template? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 
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• We note that the Communications Regulation and Digital Hub Development 
Agency Amendment Act 2023 provides that “The Commission may, where 
no minimum levels of quality of service are offered by a provider, require the 
provider to publish a statement to this effect in the customer charter or in 
such other form or manner as the Commission considers appropriate”. Virgin 
Media believes ComReg could allow Providers greater flexibility to explain 
why a commitment is not given. Providers for example could explain why 
they do not give a commitment in a more meaningful and customer friendly 
manner. For example using language such as , “In this instance/due to/we 
are currently working on …. we are unable to provide a 
specific/exact…response time”. 

 
 

 

Q.7 Charter template: Do you agree with the proposed form requirements for completing a 
Charter template? If yes, please explain why and, if no, please provide specific alternative 
suggestions. 

• Virgin Media agrees in principle with the Charter format specifications 
suggestions. However, the format specification template should act more as a 
reference guide. As long as the Charter contains the relevant information, 
Providers should be able to adapt the design of the Charter in such a way that 
delivers content most appropriately for its customers. 

 

• It is sensible to provide one-click access to the Charter from the website 
homepage and that the content text is as concise as possible and is easy for 
customers to read and understand. 

 

 

Q.8. Publishing and updating a Charter: Do you agree with the proposal that providers 

publish an initial Charter on their website on 2 October 2023, containing monthly Charter 

commitments, and are allowed to update the Charter each quarter thereafter? If yes, please 

explain why and, if no, please provide specific alternative suggestions. 

• Virgin Media believes that an implementation timeframe of three months for 
publication of the Charter from publication of ComReg’s final decision is 
adequate. 

• ComReg is right to consider that the Charter could be updated following initial 
publication, however we don’t agree that there should be a limit set on when this 
can be done eg each quarter. Providers should be able to update the Charter 
when they wish, so long as changes made are in line with the established 
regulatory requirements of a Charter. 

 

• Virgin Media believes the timeframes set for delivering reporting are too short. 
A longer lead in time is needed. Schedule 3 contains a Customer Charter Data 
Dictionary and Reporting Template which when finalised will most likely require 
some IT development before it will be possible to produce reports. We believe 
that at least a 
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nine month timeframe from ComReg’s decision would be more appropriate 
to facilitate the build and planning of this reporting piece. 

 
, 

 

• Virgin Media agrees that in addition to the website publication of the Charter, 
information on the Charter and where to find it could be included in a customer’s 
contract. 

• We are fully supportive of providing a copy of the Charter in accessible or 
durable means upon request to facilitate customers without internet 
access/knowledge and customers with accessibility needs. 

 

• However, we do not agree with the proposed time scale of 48 hours as it may 
not always be possible to meet this. That said it is in Virgin Media’s interest to 
respond as quickly as possible to ensure we have a “happy” customer and we 
will always respond to any request within our contact channel KPI’s. 

 

• ComReg will be aware, customer contact channel touch points vary in service 
level response times. For instance, if a customer makes a request for a copy of 
the Charter by letter, it is not feasible to respond in writing to a customer within 
48 hours. Virgin Media has a range of metrics across its call centre for 
responses to items depending on the channel itself. It is not appropriate that 
this level of granularity would be implemented. It is also worth noting that it may 
not be possible to provide customer requests for an accessible format of the 
Charter (such as Braille) within business-as- usual contact channel service 
response times. 

 

• Virgin Media agrees in principle with the proposed content and providing 
commitments around core customer service query handling. We believe that 
providing information on the contact channels available and response 
timeframes is of benefit to customers, however please refer to our response to 
Questions 6 and Questions 7 where we outline the requirement for greater 
flexibility. 

 

Q.9 Notifying customers: Do you agree with the proposal that providers be required 

to ensure all customers are made aware of the Charter, and otherwise ensure the 

Charter is available on request and in accessible format? If yes, please explain why 

and, if no, please provide specific alternative suggestions. 

Q.10 Charter content (core customer service): Do you agree with the proposed 

Charter content and the form in which commitments around core customer service, 

are to be expressed in a Charter? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 

Q.11 Charter content (complaint handling): Do you agree with the proposed Charter 

content around complaint handling? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 
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• Virgin Media agrees with the proposed short content segment on complaint 
handling. We suggest that the Code of Practice for Complaint handling should 
be part of the Charter itself so that all content is readily available in one place. 

 

• Yes, Virgin Media agrees with the content on providing information about 
connecting new services and service/installation appointments. We believe this 
information is beneficial to customers. 

• Virgin Media however does not agree with the proposed commitment reporting 
metrics format ‘Schedule 3: Customer Charter Data Dictionary and Reporting 
Template’. 

 

• ComReg’s proposed reporting Metric is as follows: 

 

Connections/Service 
Activation (B1) 

Maximum new service activation time & the 
Percentage of new services activated within the 
maximum service activation time. 

Service Activation 
Acknowledgement 
(B2) 

Maximum acknowledgement time for request for 
new service & the % of requests acknowledged to 
within the maximum timeframe. 

 

• We alternatively suggest the approach, (which we believe is more meaningful 
to the end customer), that metrics are structured as a set of commitments 
around the performance against SLA expressed as follows: 

 

• x% of installs completed withing y number of days. 
 

 

• Virgin Media agrees with the proposed Charter content for billing and refunds, 
in terms of how customers can raise a query about their bill and/or charges and 
providing information to customers on how Providers address queries around 
billing/charges and the provision of information for refunds where this is 
required. 

• We agree with ComReg’s the proposed billing commitment reporting metric 
‘Schedule 3: Customer Charter Data Dictionary and Reporting Template’ as 
follows: 

 

Billing (C1) Maximum billing/charge review response time 
across contact channels & % of billing/charge 

Q.12 Charter content (connections): Do you agree with the proposed Charter 

content and the form in which commitments around connections, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 

Q.13 Charter content (billing and refunds): Do you agree with the proposed Charter 

content and the form in which commitments around billing and refunds, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 
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 review queries responded to within the 
maximum timeframe. 

• We do not agree however with ComReg’s proposed refund commitment 
reporting metrics format as follows: 

 

Refunds (C2) Maximum time for processing a refund to an 
individual Relevant Customer where one is due & 
the % of refunds processed within the maximum 
timeframe. 

 
 

 

• Virgin Media is supportive of publishing information on planned and unplanned 
outages on our website, except for minor gauge outages affecting small 
customer numbers. 

 

• We have the following comments to make re ComReg’s proposed reporting 
metric in 

‘Schedule 3: Customer Charter Data Dictionary and Reporting Template’ which 

are: 

 

Outages Planned (D1) Minimum notice period (to publish) provided to 
customer base of a planned service outage & of 
planned service outages that took place where 
information on the outage was published with at 
least the minimum notice committed to. 

Outages Unplanned 
(D2) 

Maximum time to publish information to its 
customer base on an unplanned service outage & 
% of unplanned service outages that took place 
where information on the outage first was 
published within the maximum outage information 
publication time. 

• Virgin Media does not agree with the above proposed commitment reporting 
metrics format. We alternatively suggest that metrics are structured as a set of 
commitments around the performance against SLA expressed as follows: 

 

• X% of service faults repaired within Z hrs etc. 
 

Q.14 Charter content (outages and repairs): Do you agree with the proposed Charter 

content and the form in which commitments around outages and repairs, are to be 

expressed in a Charter? If yes, please explain why and, if no, please provide specific 

alternative suggestions. 
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Q.15 Charter content (disconnection policy): Do you agree with the proposed Charter 

content and the form in which commitments around disconnection for non-payment 

of bills are to be expressed in a Charter? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 
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• Virgin Media agrees with the proposed Charter content/commitment around 
disconnection for non-payment. This is a very standard process, and all our 
customers receive the same minimum amount of notice. 

 

 

 

• Virgin Media agrees with the proposed Charter content round switching 
services. 

 

 

• Please refer to our response to question 6. Providers should have option to 
enhance the Charter introductory segment and other aspects of the Charter 
where they see a benefit for their customers. 

 

Virgin Media has some suggestions around reporting. Any reporting put in place 
should aim at driving and increasing customer satisfaction. Ultimately, we believe that 
a focus improving customer experience/satisfaction measurements rather 
implementing reporting metrics would be more beneficial and drive better outcomes for 
customers. Please find these set out below. 

(i) Virgin Media firstly does not agree that commitments should be reported on 
a quarterly basis. It seems more beneficial to report less often on key KPIs 
which deliver a clear message for consumers. Virgin Media believes an 
annual report with key KPIs could add real value here. 

 
(ii) Industry already provides a wide range of reports to ComReg on a quarterly 

basis at a considerable cost. To the extent that more reports are required 
these should be developed in a way that is a real add value for customer, 
ComReg and the industry generally. Virgin Media has regular meetings with 
ComReg’s customer care team and finds these meetings extremely 
beneficial. Virgin Media suggests that how a Provider is tracking against its 
Customer Charter might be an agenda item for these meetings going 
forward. 

(iii) Virgin Media does not agree with arranging and paying for an independent 
audit of performance reports on an annual basis. The costs of employing an 
independent auditor and the resource liaison effort involved on an on-going 
perpetual basis is 

Q.16 Charter content (switching services): Do you agree with the proposed Charter 

content around switching services? If yes, please explain why and, if no, please 

provide specific alternative suggestions. 

Q.17 Charter content (other): Are there any other areas and/or content you think 

should be included in a Charter? If yes, please explain and provide specific 

suggestions. 

Q.18 Evaluating performance: Do you agree with the proposal that providers report 

their performance against Charter commitments to ComReg on a quarterly basis, 

and arrange and pay for an independent audit of performance reports on an annual 

basis? If yes, please explain why and, if no, please provide specific alternative 

suggestions. 
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an unnecessary burden for Providers, unless there is a clear market 
failure that ComReg identifies that needs to be addressed. 

 
 

 

• Please refer to our response to questions 12,13 and 14 where we have 
provided some specific comments on ‘Schedule 3: Customer Charter Data 
Dictionary and Reporting Template’. 

 

• Please see our responses above. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Q.19 Performance reporting: If you have any specific comments on ‘Schedule 3: Customer 

Charter Data Dictionary and Reporting Template’ published alongside this consultation 

(summarised in Table 2), please provide these in response to this question. 

Q.20 Regulatory impact assessment: Do you agree with ComReg’s Regulatory 

Impact Assessment and the preliminary conclusions as set out? If yes, please explain 

why and, if no, please provide specific alternative suggestions particularly with 

respect to the benefits and costs identified, including any evidence to support 

quantifying such benefits and costs. 
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15 Vodafone  
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Introduction 

Vodafone welcomes the opportunity to respond to the Commission for Communications Regulation 
(ComReg)’s consultation on proposals for implementation of a Customer Charter. In principle Vodafone 
agree that there should be concise and accessible information available to our customers. An operator 
should set clear expectations on the service the customer will receive and how an operator can support the 
customer if anything goes wrong. For Vodafone that information is already provided at all customer 
touchpoints, whether customers call us on the phone, go into any of our many retail stores, use our App or 
live chat, our website or whether they contact us via post. Vodafone also agree that customer service is a 
competitive lever and one which Vodafone invest in significantly both in supporting technology and people. 
Vodafone consistently measure our customer experience both at an operational level in terms of the calls, 
resolutions, wait times etc. and through a continuous loop of customer feedback. 

 
In providing a background ComReg did set a context that customer service levels in the sector have 
improved which we all agree is welcome. It is important to also add further context. The level of complexity 
in the fixed sector in Ireland has increased. Customer expectations and demands around broadband services are 
escalating with many homes and business looking to upgrade to best in class broadband services over a 
relatively short period. Broadband has become central to the home and business and is as critical as power and 
water. During this national upgrade of broadband services we are removing legacy infrastructure, doing 
physical installs in homes which require appointments as well as sending out new modems and TV boxes 
and, therefore, issues can arise. This reality drives the complexity in the sector and any issue is magnified 
given the customers high degree of dependence on the service. This is a challenge that operators must 
constantly address. Vodafone, the largest fibre retailer in Ireland, is fully focussed on continuous 
improvement of service for all our fixed and mobile customers. 

Our detailed response is set out below. The key comments that Vodafone must highlight up front 

1. Wholesale Service Levels must be addressed to support this Charter project 
The processes for delivery & repair and the supporting SLAs for fixed services have developed 
slowly and incrementally over the last 20 years. A fundamental and fast overhaul is required if we 
are to enhance the customer experience and enable retail providers to provide meaningful 
commitments to customers. Vodafone request confirmation on ComReg plans to improve process 
and regulated service levels in the sector as part of this project. 

2. ComReg need to consolidate customer requirements 
The difference between a Charter and other obligations, specifically the Code of Practice can be 
somewhat opaque for people working in this sector not to mention customers. Vodafone would 
urge ComReg to consolidate existing requirements into one clear decision enabling efficient 
rollout of requirements, clarity for operational teams and transparency for customers. 

3. Phase 1 should avoid being overly prescriptive 
Vodafone agree in principle with the provision of clear and concise information for the customer 
and with the categories that an operator should include. We would strongly advise against 
prescriptive text in the document that is dictated by ComReg. Vodafone work very hard to deliver 
consistent communications to customers and the Charter should reflect the same look, feel and 
tone of all other Vodafone customer communications. 
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Consultation Questions 

ComReg Consultation Section 3: 
Customer Service in the Irish Electronic Communications Services Market 

 

 
Vodafone agree with the principle that simple and clear service-related information should be provided to 
customers. We would advise against setting separate requirements for separate documents as this has the 
potential to confuse customers. ComReg needs to examine how it might rationalise and amend existing 
requirements rather than set a supplementary obligation to provide customers with information. Much of this 
information is already provided via the operator Code of Practice or within the information provided to 
customers in their contract. There is an opportunity as part of the introduction of the EU Code for ComReg, 
as part of its role to ensure transparency for industry, by consolidating existing requirements on operators. 

In section 3.16 of the consultation ComReg state that “there is comparatively less transparency around the 
level of customer service a customer can expect from their provider both in terms of general information 
available and articulated standards about specific levels of service a provider commits to deliver or offer.” 
This is not accurate given the longstanding requirement on service providers in the sector to implement a 
Code of Practice for complaint handling. The Code is always accessible to all customers. The Vodafone Code 
is available on the main page of the website and is very clear that customers can contact on via live chat, 
social media by call or in writing. It details the escalations process and commitments to call back times with 
customers if required. It also sets out clear timeframes for complaint resolution and timeframes for refunds. 

 
Question 1: Introducing Charter requirements: Do you agree with the proposal that ComReg should 
introduce requirements for providers of IAS and ICS to prepare, publish and keep updated a Charter? If yes, 
please explain why and, if no, please provide specific alternative suggestions. 
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ComReg Consultation Section 4: 
Proposed Approach to Implementing Charter Requirements 

 

 

 
Vodafone agree that provider set commitments are appropriate and a phased approach is pragmatic. It is 
our view that elements of the ComReg proposal are unnecessarily interventionist and, in particular, 
Vodafone do not agree with the level and format of reporting requirements. This is discussed in more detail 
below. 

 
In addition Vodafone would urge ComReg to refine the proposal on the definition of high-level Charter 
parameters by only setting headline categories. Paragraph 4.5 states that “…..providers would have the 
flexibility to set their own level of customer service and include information on these in a Charter within 
parameters defined by ComReg…”. The template however is very prescriptive, and the format prevents 
inclusion of important information specific to the interests of Vodafone customers such as our App and 
associated support features. Furthermore, by setting very specific text requirements, it also restricts the 
operator’s ability to engage with the customer in a format and tone consistent with its brand values and 
tone. 

 
Question 2: Overarching approach to introducing a Charter: Do you agree with the proposal that the Charter 
will contain provider-set commitments, with ComReg to monitor and evaluate implementation of the 
Charter requirements and the levels of customer service committed to and implemented by providers for 
their adequacy before deciding whether to seek to move to the specification of Minimum Quality of Service 
Standards, and/or seek to require any Minimum Quality of Service Standards information is included in a 
Charter? If yes, please explain why and, if no, please provide specific alternative suggestions 
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ComReg Consultation Section 5: 
Proposed Charter Requirements 

 

 

 
In principle, an obligation should apply all providers of services. ComReg propose the Charter obligation 
should limited to number based ICS and state section 8.4.3 of the RIA sets out the assessment of the options. 
In section 8.4.3 ComReg confirm that the inclusion of providers of number independent ICS would capture 
OTT players, such as instant messaging apps, confirming end-users would benefit from access to a Charter 
and that it would still have positive effects on competition. However, without further explanation, the 
regulatory requirement is again being limited to the connectivity provider – which demonstrates the 
consistent imbalance in the regulation of the overall sector. 

ComReg suggest the limitation to operators with .5% market share and above limits the overall industry 
regulatory burden. As stated above the principle should be applied to all however, Vodafone have no strong 
views regarding the exclusion of smaller operators. However in the RIA ComReg suggest the imposition of 
a threshold involves a smaller level of regulatory burden on industry and would be a more proportionate way 
of targeting regulatory intervention. Vodafone do not agree with this statement. It is very clear that the 
regulatory burden imposed through ComReg’s proposed intervention will apply at an individual operator 
level. The proportionality is specific to each operator and the Charter is proposing a costly and resource 
intensive level of regulatory intervention especially given a proposed requirement for detailed quarterly 
reporting. 

Section 5.16 suggests a self-declaration of over .5% market share however only ComReg would know this 
through the collection of aggregate quarterly statistics across business and residential markets and the 
Charter. For example there are a number of organisations with over .5% market share that operate only in 
the corporate space in Ireland. Is the proposal that these organisations provide a Charter if they engage any 
customers within the definition of small, micro, not for profit etc.? This is not clear. 

In considering the scope of a Charter ComReg also needs to examine how it proposes to ensure the level of 
service at a wholesale level is adequate to facilitate operator Charter commitments at the retail level. It is 
not proportionate to press for a standard commitment at the retail level when the standard of SLA, backing 
off that retail commitment, is so divergent at the wholesale level and when the retail operator has limited 
ability to force service and process improvement with certain providers. 

 

 
Question 3: Providers that Charter requirements will apply to: Do you agree with the proposal that Charter 
requirements will apply to providers of IAS and/or number based interpersonal communications services 
with a market share of 0.5% or greater? If yes, please explain why and, if no, please provide specific 
alternative suggestions. 

 
Question 4: End-users that a Charter will address: Do you agree with the proposal that providers will be 
required to prepare, publish and keep updated a Charter that address all consumers, microenterprises, small 
enterprises and not-for-profit organisations? If yes, please explain why and, if no, please provide specific 
alternative suggestions. 
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Vodafone agree the Charter is not necessary for larger organisations. The guidance document (20/111R) 
that ComReg has developed does not give any insight as to how operators might ensure company size as 
each operator will have different criteria by which it segments and manages it customer base. Vodafone 
recommend for clarity that the guidance document is updated and provides clarity on how ComReg will 
assess compliance taking account of the definitions in SI444 of 2023. It is less complex for micro and small 
enterprises however, it should be noted, that an operator will not generally know the employee size or 
annual turnover or indeed when that fluctuates. It is not clear how ComReg or an operator will assess that 
a not-for-profit organisation has been properly constituted in accordance with the laws of the State. In 
addition, there could well be not-for-profit organisations that fall within turnover and staff thresholds well in 
excess of those of a small enterprise and clarification is needed whether operators with over .5% market 
share in corporate markets or with not-for-profit organisations exceeding small enterprise thresholds are 
required to provide a Charter. 

 

 

 
Vodafone agree that a Charter should act as a “one stop shop”. With regard to the general information as 
currently set out in the Code of Practice ComReg itself should use the opportunity to rationalise and revoke 
existing related decision instruments in order to provide a clear consolidated requirements list for industry. 
This will facilitate greater transparency for customers. The Charter is now being introduced alongside the 
Code of Practice creating further disaggregated regulatory requirements and decisions, and another 
separate document for customers which arguably reduces transparency. The difference between a Charter, 
a Code of Practice and other documents/information that ComReg could require is arguably lost on 
customers. 

On commitments the requirements for timing are not fully clear. For clarification Vodafone understand the 
proposal from ComReg to mean that the operator develops a Charter and can update at set intervals (i.e. 
3months or another period the operator decides) and the operator can commit to a level of service it will 
provide monthly for that 3-month period and can amend as required each quarter. 

ComReg also need to confirm that the Charter update does not constitute a change to the customer 
contract as the variability in operational demand needs to be reflected in the Charter at regular intervals. 

 
It is clear the commitment an operator can make is influenced by a very broad range of variables including 
service type, seasonality, internal activity and external factors outside the operator’s control. 

• Operational demand is seasonal for different services – for example installation/repair hours may be 
more restrictive in winter for fixed services while queries on roaming options will be higher in 
summer as more people travel. 

• Operational demand is also driven by operator activity through new product launches, offers and 
promotions. 

Question 5: High-level Charter contents: Do you agree with the proposal that a Charter will contain both 
general information on providers’ customer service policies, and specific commitments as to the level of 
customer service an individual customer can expect to receive in a given period? If yes, please explain why 
and, if no, please provide specific alternative suggestions. 



 

Page 249 of 272  

• External factors can present challenges for operators such as issues with nuisance communications 
or premium rate services which can lead to customers contacting their operator on matters outside 
the operators’ control. 

ComReg consider the commitment should apply to all customers in scope at the point in time the Charter is 
updated for the 3-month period. Vodafone would propose an alternate approach to reflect the service level 
provided at the wholesale level. In terms of repair for example Eircom commit to clear 84% of FTTC faults 
in 2 days and 73% of FTTH faults in 2 days. It is not clear why the performance target is lower on the newer 
FTTH network, nonetheless these are the wholesale commitments on which an operator must rely. It is also 
the case, with certain targets such as the FTTC standalone 2-day repair target at 81.76% in the October 2022 SLA 
performance report1 that performance is often well below the SLA target. It is clear therefore that the retail 
operator must rely tentatively on its wholesale service commitment in setting any commitments for its 
customers. The retail operator can of course build in a level of risk however an absolute commitment, given 
the current standard of SLA at the wholesale level, would not be possible. We strongly urge ComReg during 
the initial phase to permit individual (2d) and average service level commitments (2c) to facilitate a more 
meaningful Charter for retail customers across the different services that an operator provides. 

 

 
Vodafone believe the template is too prescriptive. An operator must be able to communicate with its 
customer in a manner that is consistent with its other customer communication and brand values. While 
accepting there should be some degree of consistency, by setting categories the Charter should not be 
overly restrictive which is currently the case. Significant resource is invested in ensuring a consistency of 
customer communications and it is intrusive for the regulator to set specific text to this degree. 

This of course does not prevent ComReg from setting high level categories that must be included to 
facilitate a level of consistency across the industry – similar to that which is required in the Code of Practice. 
Vodafone refer ComReg to other sectors including the energy sector where the format is less controlled and 
indeed ComReg’s own Customer Charter which includes ComReg information of interest for consumers about 
ComReg including its role, mission as well as its commitments on answering calls as soon as possible, as well 
as correspondence, consultation response and other commitments. 

 

 

 
In relation to the specific form requirements it is necessary to deal with individual proposals. 

 
 
 

 

1 Draft Aggregated SLA Report Q4 October - December 2022.xlsx (openeir.ie) 

Question 6: Overarching Charter form: Do you agree with the proposal that providers must prepare, publish 
and keep updated a Charter in accordance with a ComReg specified template? If yes, please explain why 
and, if no, please provide specific alternative suggestions. 

Question 7: Charter template: Do you agree with the proposed form requirements for completing a Charter 
template? If yes, please explain why and, if no, please provide specific alternative suggestions 

https://www.openeir.ie/wp-content/uploads/2023/02/Aggregated-SLA-Report-Q4-Oct-Dec-2022.pdf
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• On the heading it is agreed a common name for the document is required but it should be noted a 
document, detailed webpage as opposed to a one-page common Charter will be required. We note 
the comment that the Charter should be as short as possible, and it is our view that elements of the 
text that ComReg propose may be removed. Our comments in this regard are included in response 
to questions in ComReg consultation Section 6 below. 

 

• On the overall document format ComReg seem to have adopted the highly prescriptive approach 
taken for the Contract Summary requirement in the EU code setting the heading, the introduction 
text, the categories, permitting a logo, requiring service name at the top of the page etc. This is not 
appropriate in this case and the operator should be able to talk to its customer through a Charter in 
a manner consistent with all other communications. It is not appropriate for the Regulator to 
intervene at a level where it is writing an operator’s customer communications. We note the 
acknowledgement that more than one page will be required however the overall format remains too 
prescriptive in terms of the detail that must go into each section. 

• On the sections – With the exception of comments in answer to questions in Section 6 of the 
ComReg consultation Vodafone has no issues that ComReg set categories to be included in the 
Charter. The further text below the section heading is far too prescriptive. We also note certain 
sections in the template seem service specific, for example the connection section is very much 
focussed on fixed services however many operators will provide both mobile and fixed services. This may 
require adaptation and further supports the need for a document as opposed to a document setting 
out services in the top left-hand corner. 

• On One-Click Access: Vodafone agree however we should merge the Charter with the Code of 
Practice to ensure customers have all the information they require in one location. 

• On formatting requirements - portrait format, font size, font type, contrast no concerns arise 

In paragraph 5.30 (bullet 2) ComReg state these measures “ensure the Charter does not become a 
marketing tool used by providers”. This statement is very surprising as it contradicts the ComReg objective 
to drive competition through the Charter project. Why would an operator not market its customer service to 
its customers? This is surely an assumption underpinning ComReg’s case for the Charter. Vodafone 
understand the objective may be to ensure the Charter does not turn into a sales booklet for specific 
products and services. However, this should not prevent the operator from marketing its customer service 
proposition in its own way as part of its Charter. 

 

 

 
Vodafone consider the October date to be extremely challenging and is very close to the November, 
December freeze period. We would request ComReg to set a deadline of the next full quarter following 6 
months from the date of the Decision. Therefore if ComReg published after June 2022 then the first quarter 

Question 8: Publishing and updating a Charter: Do you agree with the proposal that providers publish an 
initial Charter on their website on 2 October 2023, containing monthly Charter commitments, and are 
allowed to update the Charter each quarter thereafter? If yes, please explain why and, if no, please provide 
specific alternative suggestions. 
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for compliance would be the quarter commencing April 2024. Vodafone agree with the quarterly update 
option. The 3-month proposal will be far too short. 

In relation to monthly commitments and quarterly update it is not clear what ComReg means by a monthly 
commitment and examples would be useful in this regard. 

ComReg state operator charters need to publish on the same day to avoid any provider gaining competitive 
advantage. This is an unnecessary level of market intervention. An operator could decide at any stage to 
publish its own voluntary Customer Charter in advance of a ComReg decision effective date. 

 

 
Vodafone agree customers should be advised. It would be pragmatic that an operator could meet the 
requirement to send an advisory alongside other comms required under regulation such as alongside 
annual best tariff notifications and for new customers on contract summary. For existing customers it is not 
advisable to have a go live date for the Charter where all operators send all customers notifications of a 
Charter at the same time with a link to the document especially given current concerns around nuisance 
communications. 

Regarding durable format Vodafone request ComReg to confirm that pdf is acceptable. 

Question 9: Do you agree with the proposal that providers be required to ensure all customers are made 
aware of the Charter, and otherwise ensure the Charter is available on request and in accessible format? If 
yes, please explain why and, if no, please provide specific alternative suggestions. 
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ComReg Consultation Section 6: 
Proposed Charter Content and Form Requirements 

 

 
Vodafone include a lot of this detail in the Code of Practice and also in terms and conditions so there is 
crossover in this regard. We would request a one stop shop of ComReg obligations as opposed to multiple 
different (yet similar) regulatory instruments. In relation to the ‘How you can contact us section’ we wholly 
disagree with the requirement for metrics to include timeframes for answering of calls by a human operator. 
Most organisations are investing in highly sophisticated AI solutions to provide efficient and effective 
customer care. This cannot be excluded from any commitment or metric. 

The text is far too prescriptive. The operator should be able to state what it commits on for answering for 
whatever channels it chooses to include. Forcing an operator to state where it does not provide a 
commitment is completely excessive and this requirement should be removed. This comment should be 
noted in relation to all sections below including complaints, connections, billing, outages and disconnection. 

As an alternative suggestion Vodafone urge ComReg, at least as part of its initial phase, to focus on a 
category heading requirement with guidance (as opposed to prescriptive text) outlining information 
operators should include. This would have a maximum character count, acknowledging the need for 
ComReg to ensure brevity. This will ensure an operator can talk to its customers in a tone consistent with 
other customer communications. 

 

 
Vodafone suggest this is the section where the current detail in the Code of Practice could be included 
rather than requiring operators to have separate documents. This will only serve to confuse our customers 
and our frontline staff who want to resolve customer queries and complaints. 

 

 
This section is very much focused on fixed services all of which are supported by wholesale operators in 
Ireland. The standards of service provided and the wholesale and supporting SLA’s dictate the commitments that 
can be provided by industry and ComReg has not proposed any further action to improve standards in this 
area. 

Question 10: Charter content (core customer service): Do you agree with the proposed Charter content and 
the form in which commitments around core customer service, are to be expressed in a Charter? If yes, 
please explain why and, if no, please provide specific alternative suggestions. 

Question 11: Charter content (complaint handling): Do you agree with the proposed Charter content around 
complaint handling? If yes, please explain why and, if no, please provide specific alternative suggestions 

Question 12: Charter content (connections): Do you agree with the proposed Charter content and the form 
in which commitments around connections, are to be expressed in a Charter? If yes, please explain why and, if 
no, please provide specific alternative suggestions. 
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Noting the responsibilities for addressing wholesale and markets sit within separate functions within 
ComReg however we would urge some joined up thinking from ComReg to drive a better customer 
experience across the sector at both the wholesale and retail level. 

 

• At present for a new fibre line from Eircom Vodafone gets a commitment 80% of orders that have 
been given an appointment will be delivered no more than 11 working days (+parked time) from the 
date is recorded on the Unified Gateway. It does not guarantee delivery on the appointment date. 

 

• In respect of repair the SLA is that 73% of fibre lines will be repaired in 2 working days. 

This level of service is not acceptable in modern day Ireland. This is the infrastructure that underpins the 
national target for full fibre connectivity. It is not acceptable that regulatory intervention, with a stated aim to 
drive standards for customers, could focus solely on the retailer who is dependent on the wholesale 
supply. ComReg must adopt a comprehensive action plan to address wholesale service levels as part of this 
Charter project, and we await publication of same alongside this Charter. 

 

 
Vodafone agree with the section and the general content for inclusion however the text should not be 
prescriptive. The section deals with commitments around refunds, and this may also include credits where 
customers have been advised that a credit will be provided as an alternative to a refund. 

 

 
We note ComReg comments in relation to the economic cost of outages and in addition to timely 
information the customer who experiences a service outage should have a prompt repair. The ComReg 
Charter project must not decouple wholesale service level commitments from the requirement to inform 
customers. The information the retail provider can publish is only as good as that which it receives. It should 
also be considered that the service level can reduce further at time of significant service outages if the SLA 
is suspended for Storm Mode and that can be for an extended period after the storm has passed. This needs 
to be taken into account and Vodafone request ComReg clarifications on action in this regard. 

 

 

Question 13: Charter content (billing and refunds): Do you agree with the proposed Charter content and the 
form in which commitments around billing and refunds, are to be expressed in a Charter? If yes, please 
explain why and, if no, please provide specific alternative suggestions. 

Question 14: Charter content (outages and repairs): Do you agree with the proposed Charter content and 
the form in which commitments around outages and repairs, are to be expressed in a Charter? If yes, please 
explain why and, if no, please provide specific alternative suggestions. 

Question 15: Charter content (disconnection policy): Do you agree with the proposed Charter content and 
the form in which commitments around disconnection for non-payment of bills are to be expressed in a 
Charter? If yes, please explain why and, if no, please provide specific alternative suggestions. 
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Vodafone agree with the section however prescriptive text is not required. 
 

 

 
Vodafone agree with the section however prescriptive text is not required 

 

 

 
The other content section has been limited to one heading. An operator should be free to include numerous 
headings if they are valid service commitments to customers that do not fall within the categories above. 

Question 16: Charter content (switching services): Do you agree with the proposed Charter content around 
switching services? If yes, please explain why and, if no, please provide specific alternative suggestions 

Question 17: Charter content (other): Are there any other areas and/or content you think should be 
included in a Charter? If yes, please explain and provide specific suggestions. in a Charter? 
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ComReg Consultation Section 7: 
Evaluating and Reporting Performance against Charter Commitments 

 

 
It is completely unnecessary to require quarterly reporting on operator commitments. This proposed 
intervention introduces an unnecessary layer of administration and bureaucracy into customer care 
functions who have a primary objective to deal with customers and resolve any issues arising. 

At most Vodafone propose to report yearly to ComReg with a possible initial report to check all metrics are 
in place and working appropriately. This does not require independent audit. At present operators are 
required to provide weekly network data, quarterly revenue and subscriber data, biannual reports on 
roaming and we engage on customer complaints data much of which ComReg publish and none of which 
requires audit. If ComReg has concerns that an operator is reporting inaccurately then it has the power to 
intervene. 

 
 

 

 
The data dictionary approach is highly technical and introduces unnecessary complexity into the project. 
This will be extremely difficult to train out and maintain over time. If it is an objective that ComReg would 
present comparable and publishable information this is not made clear. Vodafone would urge that this 
should not be the objective – at least in Phase 1. 

Phase 1 of this project should focus firstly on operators making their own Charters live and operators 
presenting a simple report into ComReg as a once off and then on an annual basis. In the meantime ComReg has 
its own customer data as a source to highlight any issues of concern or material issues with maintenance of 
commitments. 

Question 18: Evaluating performance: Do you agree with the proposal that providers report their 
performance against Charter commitments to ComReg on a quarterly basis, and arrange and pay for an 
independent audit of performance reports on an annual basis? If yes, please explain why and, if no, please 
provide specific alternative suggestions. 

Question 19: Performance reporting: If you have any specific comments on ‘Schedule 3: Customer Charter 
Data Dictionary and Reporting Template’ published alongside this consultation (summarised in Table 2), 
please provide these in response to this question. 
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ComReg Consultation 
Section 8: Draft Regulatory 
Impact Assessment 

 

 
Vodafone has provided all comments above taking into account the RIA. 

 

 
ENDS 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Question 20: Regulatory impact assessment: Do you agree with ComReg’s Regulatory Impact Assessment 
and the preliminary conclusions as set out? If yes, please explain why and, if no, please provide specific 
alternative suggestions particularly with respect to the benefits and costs identified, including any evidence 
to support quantifying such benefits and costs. 
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16 Wiggin LLP  
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1. Wiggin LLP (“Wiggin”) 
Wiggin is a full-service law firm that specialises in the digital space with leading 

practices in the media, technology, telecoms, and IP sectors. Our expert 

communications regulation team acts for many of the largest global telecoms service 

providers, unified communications providers, infrastructure owners as well as 

communications regulators, governments, and other industry participants. We also 

formally monitor and review global developments in the communications sector to help 

clients with compliance and to provide insights on best practice to our clients. Wiggin also 

has a global network of similar experts in the communications sector to support clients 

around the world. 

2. Executive Summary 
Wiggin welcomes the invitation to provide comments on ComReg’s Consultation: 

Proposals for Implementing a Customer Charter (ComReg 23/14, 16 March 2023) (the 

“Consultation”). We act for several clients who are active in the Irish communications 

sector and recommend ComReg reconsider the regulatory burden it is proposing in the 

Consultation for communications providers providing services to consumers and end-

users that are microenterprises, small enterprises, and not-for-profit organisations. In 

our view, Charter requirements should only apply in relation to consumers and 

providers should be out of scope where they supply services solely to 

microenterprises, small enterprises, and not-for-profit organisations. A higher market 

share threshold than 0.5% of the market should also apply for triggering Charter 

requirements, as it is disproportionate to impose burdensome requirements on small 

providers. Alternatively, for providers not active in consumer segments, it would be 

more appropriate to apply a market share trigger based solely on their business 

volumes in microenterprises, small business, and non-for-profit activities and compare 

it against business volumes for providers active in both consumer and in these non-

consumer market segments. As it stands given that these two markets have been 

assimilated we would recommend a new market share trigger be applied to properly 

and reasonably dilute the impact which the proposed requirements would otherwise 

have on small B2B providers that are not present in consumer markets. 

The combined cost of implementing the proposals, together with ongoing reporting 

and auditing obligations risks causing significant disruption and cost to businesses 

serving small enterprise customers, with no clear harm identified – so we would ask 

ComReg to revisit its proposals in this regard and restrict the proposals to contracts 

designed for consumer (rather than business) customers. A revised approach is 

recommended, else there is a real risk both consumers and businesses could lose out 

if several providers focusing purely on business services exit the market to the benefit 

of larger competitors active in both consumer and business markets and who are better 

able to bear the regulatory burden and cost of the new Charter’s requirements. 

Evidence of poor customer outcomes for enterprise customers should be established 

before specific proposals are put in place. Enterprise customers have engagements 

https://www.wiggin.co.uk/
https://www.wiggin.co.uk/expertise/communications-law/
https://www.riagla.com/
https://www.riagla.com/
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in place with their customers providing them with protections and their customers will 

also generally benefit from a break clause for any issues on service delivery, as well 

as their own SLAs and similar protections. A staged approach, with longer lead times 

for implementation is also recommended, to trial the necessity for the measures 

proposed, starting with consumers as the focus. 

3. Wiggin’s Specific Comments 
Wiggin note that the Charter is being proposed as a document that providers of IAS 

and ICS should prepare, publish, and keep updated, with the aim of giving end-users 

one easily accessible and comparable place to get information as to the level of 

customer service offered (a “one stop shop”). This is proposed to protect end-users 

under new minimum quality of service standard powers granted to ComReg under the 

Communications Regulation and Digital Hub Development Agency (Amendment) Act 

2023 (the “Act”). ComReg’s objective is to facilitate effective competition and choice. 

Wiggin have the following specific comments on the Consultation proposals: 
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● Discretionary power: We note that under s37 of the Act ComReg has a discretion as to whether 

it may set specific minimum quality of service standards. We would ask such standards therefore 

only be imposed where strictly necessary. 

 
● Approach based on a Charter with Provider-set commitments: We welcome ComReg’s 

approach to allow providers to set their commitments, with the aim of minimising the regulatory 

burden and cost of implementation.1 On this, we note para 1.10 clarifies that IAS and ICS providers 

would “have the flexibility to choose whether to offer or not their own customers specific levels of 

customer service” (so called “provider-set commitments”) in the first instance. We welcome this 

flexibility for businesses. 

 
● Phased approach to implementing the Charter: We agree that a phased approach to 

implementing a Charter (see para 1.11) (based on provider-set commitments within ComReg set 

parameters) is preferable to imposing specified uniform minimum Quality of Service Standards from 

the outset. We also recommend only providers to consumer customers be required to implement 

the Charter in the first instance and that further evidence be gathered as to the harm to be 

addressed before Charter provisions are applied in relation to any business customers. 

 
● Scope and Application: We have the following two key areas of concern, which we would ask 

ComReg to consider further: 

 
o Application of requirements to Microenterprises, small enterprises and not-for-profit 

organisations risks having a negative impact on small enterprise customer 

providers: Concerns have been raised on the proposed wide scope of the Charter. On 

this, we note that at para 5.19 of the Consultation ComReg mentions that they are extending 

the benefits of the Charter beyond consumers “to microenterprises, small enterprises and 

not-for-profit organisations that have similar bargaining power as consumers.” ComReg 

cross-refers to how these categories are defined in Regulations (e.g., by referencing 

number of employee and annual balance sheet/turnover requirements). However, they do 

not fully clarify what is meant by “similar bargaining power as consumers.” All that we 

understand from Section 8.4.4 of the Consultation is that “Providers may need to develop 

different sub-sections of the Charter to cover non- residential organisations, but given those 

organisations are smaller and may have similar bargaining power to individual consumers, 

it is unlikely that customer service commitments offered would differ significantly between 

individual organisations, or in all areas of the Charter.” We understand that for certain small 

providers focused only on business customers this is not the case and commitments offered 

do differ significantly as they have a business use in mind – so would recommend ComReg 

provide a caveat to reflect this. Moreover, even beyond the contract, the way providers 

work with enterprise customers is very different. By way of example, enterprise customers 

may have an account manager they can contact if there are any problems – meaning they 

do not need to use standard channels of communication. 

 

In light of ComReg’s objective to protect customers with “similar bargaining 

power to individual consumers” we would propose that communications 

providers providing services to consumers and end-users that are 

microenterprises, small enterprises and not-for-profit organisations be 

excluded from the proposals. A specific harm should be identified to warrant 

Charter requirements for enterprise customer providers. This point is key 

particularly for small B2B providers as: 
 

i) The objectives of the proposals are clearly focused on consumers – and we 

note ComReg’s proposals beyond this appear to be based on a theoretical 

risk – see for example, para 8.72, where ComReg mentions, when discussing 

which classes of end-users the Charter will address “Option 2 would cover only 
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consumers, i.e., residential/individual users, whereas option 3 would also cover 

other end-users that are microenterprises, small enterprises and not-for-profit 

organisations. Such end-user types are likely to have a similar level of bargaining 

power in their dealings with their supplier, compared to consumers. Arguably these 

other organisations might benefit from equivalent protections to consumers, as they 

are also likely to be at risk of unequal power caused by information asymmetry.” 

As this theoretical risk approach could result in major disruption and costs to the 

day-to-day operations of small enterprise customer providers, we would argue that 

a more established basis should be found before extending protections beyond 

consumers is warranted. In the meantime, Option 2 (with Charter requirements 

only applying to consumers) is recommended. This emphasis on consumers would 

also be in line with the Government of Ireland’s Regulatory Impact Assessment for 

the Communications Regulation Bill 2022 (July 2022), which we also note only 

appears to envisage a customer charter focused on consumers. See section 2.4 on 

“Consumer Protection Measures” on this, which only mentions “a new power for 

ComReg to set minimum quality of service standards that operators must 

guarantee to their consumers” and “a new “Customer Charter” that will clearly set 

out the standards consumers can expect their services to provide.” 

 
ii) While ComReg notes at para 8.73 of its Draft Regulatory Impact Assessment 

that the Charter provisions do not stem from key-end user protection 

provisions in the ECC Regulations (relating to contract information, 

maximum contract duration and bundles etc) the same approach should not 

automatically be followed for “other small end-users” (i.e., microenterprises, 

small enterprises, and not-for-profit organisations) because “it seems 

appropriate.” A specific harm that needs addressing should be identified. 

Providers across the EU are used to dealing with EECC driven provisions such as 

contract information, bundles etc as these are a “must do” implementation area for 

ComReg. In this instance, if ComReg has the discretion to avoid adding further 

regulatory burden to providers where it is unwarranted, we would ask that it be 

exercised – in this instance to exclude purely business customers from the scope 

of Charter requirements unless evidence necessitates this be considered. 

 
iii) The position of business customers differs from that of consumers, with 

differing protections in place. In a business customer context, end-users will 

typically have access to an account manager, be able to switch easily and 

(particularly with larger enterprises) can negotiate terms, with a sufficient degree 

of bargaining power. It would be helpful if ComReg could therefore further clarify 

(with practical examples) the limited types of business customer they are looking 

to protect with these proposals and the harms they are looking to address in a 

business context. In our view, the measures are more suited to consumers. 

Extending customer charter requirements to non-consumer segments risks 

impacting highly specialised small enterprise customer providers by affecting their 

right to contract with customers on enterprise terms – particularly if there is no 

option for these enterprise customers to waive consumer rights provision and 

protections which are irrelevant to their purchase of business grade services and 

solutions. We would ask that the option of a waiver be added to ComReg’s work 

on these proposals, as an assessment of this will help mitigate the impact on such 

providers (in line with the approach taken under for example, EECC measures). 

 
iv) ComReg has also acknowledged in its Draft Regulatory Impact Assessment 

at section 8.4.4 of the Consultation that to introduce Charter requirements 

for all end-users would be disproportionate. On this, we note ComReg’s 

observation on Option 1 (application to all end-users) that “If providers were 

required to prepare, publish and keep updated a Charter addressing all end-users, 
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including business end-users of all sizes, this option would have the highest impact 

on industry and likely incur the highest implementation costs.” They go on to note 

“If a provider had individual SLAs/customer service commitments for individual 

larger end-users, these would need to be articulated clearly in a Charter (single 

document, or one-stop-shop), which may likely be more complex, time consuming 

and therefore costly for providers.” This challenge is very apparent for providers of 

business customers. On this, we note ComReg does not appear, when assessing 

“impact on industry” to have specifically considered in sufficient detail the position 

of providers of enterprise customers. ComReg note “Providers may need to develop 

different sub-sections of the Charter to cover non-residential organisations, but 

given those organisations are smaller and may have similar bargaining power to 

individual consumers, it is unlikely that customer service commitments offered 

would differ significantly between individual organisations, or in all areas of the 

Charter.” In our view, this does not provide sufficient clarity and certainty for 

business that the proposed measures are warranted. We would ask that ComReg’s 

Impact Assessment be broadened to specifically consider the exclusion of all sizes 

of business customers from Charter requirements – since, as noted above and by 

ComReg, protective measures such as SLAs/customer service commitments are 

already in place. 

 
v) The proposals are not suitable given the recent implementation of EECC 

protections – a range of protections for customers (both consumers and 

enterprise) have only recently been put in place to enable EECC implementation 

in Ireland. We note the EECC (Communications Regulation and Digital Hub 

Development Agency (Amendment) Act 2023) was signed into law by the President 

recently on March 2, 2023 – and that implementation of this Act is ongoing. EECC 

protections are therefore clearly still being put into practice as part of daily customer 

experiences, with things changing for both customers and providers alike. From a 

provider perspective, significant cost and disruption is already being incurred with 

existing EECC measures to protect both consumers and enterprise end-users. To 

further add to their regulatory burden without a specific harm being identified is 

unwarranted. It is also not clear why these proposals are urgently needed when 

the impact on customers of other EECC protections have not yet been in place long 

enough to be properly assessed. Providers of small enterprise customers risk being 

particularly impacted if they are required to offer a consumer-focused rights charter 

that is irrelevant for their customers – further increasing their costs, disruption to 

day-to-day business operations and adding unnecessary operational complexities. 

 

We also have concerns that the proposals appear to go beyond 

EECC code requirements, which we would argue is unwarranted and 

so open to challenge. While we note that the proposals are based on 

primary legislation not just implementing the EECC but also new 

customer protections (based on recent customer dissatisfaction 

issues in Ireland), we are concerned by the scope of what is being 

proposed. In a Joint Committee on Transport and Communications 

debate held on 23 Feb 20222 to discuss the General Scheme of the 

Communications Regulation (Enforcement) Bill, we note Ms Barbara 

Delaney focused on consumers (rather than enterprise) customers 

when discussing the Bill, commenting “ 
 

“On what consumers can expect, at our previous appearance before the 

committee we were keen to ensure there would be additional powers or 

obligations on service providers regarding customer service standards. In 
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2 See 

https://www.oireachtas.ie/en/debates/debate/joint_committee_on_transport_and_commu
nications/202 2-02-23/2/ 

http://www.oireachtas.ie/en/debates/debate/joint_committee_on_transport_and_communications/202
http://www.oireachtas.ie/en/debates/debate/joint_committee_on_transport_and_communications/202
http://www.oireachtas.ie/en/debates/debate/joint_committee_on_transport_and_communications/202
http://www.oireachtas.ie/en/debates/debate/joint_committee_on_transport_and_communications/202
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tandem with the enforcement regime, there are new obligations and new rights 

for consumers that will be very positive, the first of them being a customer 

charter. That is the single place that customers of electronic communications 

providers should be able to go in order to understand what they can expect, and 

then compare the different service providers. 

 
Similarly, the other complementary provisions are really important, such as the 

quality-of-service standards. A service provider can commit to a particular level 

of service, whether in regard to answering the phone or emails or whatever. 

The Bill will provide that if ComReg does not believe the provider is sufficient in 

making those commitments, it will be able to come onto the pitch and set 

minimum standards…. 

 
As for what would happen if providers fall below the standard, that is where the 

compensation scheme would come in. The proposal is to have a compensation 

scheme where compensation is given automatically where the provider falls 

below the minimum standard that was either set or committed to in the first 

instance. That would be something an individual customer could benefit from. 

We hope the regime will not only give benefits for consumers but drive the 

overall standards upwards, with competition in regard to the standards, which 

heretofore we have felt was lacking. Finally, the enforcement powers that will 

come in will allow us to take action not just from the consumer perspective of 

getting compensation but also by allowing us to take action if the provider has 

not implemented the charter or the standards.” 

 

This commentary makes it clear that consumers were clearly the focus of 

early proposals on this. We would therefore ask that ComReg re-consider 

extending these measures. In our view, this is not appropriate without 

evidence of a specific harm. A more detailed impact assessment is required 

to justify measures of this broad scope. 
 

vi) The Consultation does not appear to specifically identify a harm in relation 

to microenterprises, small enterprises and not-for-profit organisations using 

business customer contracts, which we consider it important be evidenced before 

imposing burdensome new requirements which could adversely impact small 

providers of business customers. Instead, several references and sources are 

made to consumer-driven concerns (e.g., Fig 1 at para 3.12 relies on ECS 

complaints data received by ComReg’s Consumer Care Team) – so we would 

recommend customer-focused measures should be implemented in the first 

instance. 

 

As an alternative suggestion, if ComReg are minded to apply the 

proposed Charter requirements to business customers, we would 

recommend mitigating the impact by allowing business end-users the 

option of waiving the Charter requirements to ensure an undue and 

unnecessary burden is not imposed. We note this approach has been 

taken under EECC requirements and would recommend it also apply 

here, to allow providers more flexibility in their discussions with business 

customers (where applying the Charter in all cases seems inappropriate). 

Enforcement against providers of business customers should also be a 

lower priority for ComReg. If Charter requirements are imposed on 
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business customers, we would also recommend that business 

customers requirements are simplified further to allow providers more 

flexibility on the presentation of content and not have to comment on 

whether they offer specific commitments. 
 

o Potential for wide application of market share threshold to have a negative impact 

on competition and market-entry: Paragraph 1.14 of the Consultation mentions that 

“Charter requirements would apply to providers of IAS and number-based ICS with a 
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market share of 0.5% or greater (“Relevant Service Providers”).” This would 

be calculated on a subscription basis, based on data submitted to ComReg 

and published in ComReg’s Quarterly key data reports (para 5.14) and the 

draft decision instrument sets out formulae to enable providers to calculate 

their market shares in a uniform way as ComReg does not publish individual 

market shares for providers with a market share smaller than 2%. Applying 

this very low threshold has the potential to extend the Charter requirements 

to very small providers that may have an immaterial market share in the Irish 

communications market. A higher threshold is recommended as we note that 

the calculation of this threshold is at odds with ComReg’s current reporting 

approach, whereby individual market shares for providers with a market 

share smaller that 2% are not considered relevant enough for reporting 

(seemingly regarding them as being less “relevant” when reporting). Only 

relevant volumes of services provided relating to consumers, 

microenterprises, small enterprises and not for profit organisations should 

be included in the calculation of the market share of relevant providers as 

these latter markets have been de facto assimilated to the consumer market. 

We would also ask that ComReg consider setting the market share 

threshold at a higher and more material level which is not less than 5% to 

help preserve the ability of potentially smaller communications provider 

competitors to easily enter and thrive. A related competition concern also 

needs to be addressed as consumers and businesses could also lose out if 

several B2B providers exit the market to the benefit of larger competitors 

(who are better able to bear the regulatory burden and cost as they are also 

active in consumer markets). This will have unintended negative 

consequences on the competition and market landscape but ultimately also 

end users such as microenterprises and non-profit organisations who 

require access to highly specialised enterprise customer services and are 

happy to contract on business, non-consumer focused terms. 
 

● Regulatory burden: There are several regulatory burdens concerns we have for small providers 

of business customers, namely: 

 
o Year on year, we monitor the burden of regulatory obligations for global 

telecommunications providers and are mindful of the ever-increasing burden 

providers face. National divergences on the implementation of measures such as the EU 

Electronic Communications Code requirements have had a major, costly (both financial 

and time wise) and disruptive impact on day-to-day business operations and industry is still 

adjusting to their impact. At a time where providers also face difficult financial and resource 

challenges, additional regulatory burdens should therefore only be put in place where 

strictly necessary, with clear evidence of harm that needs to be addressed and a 

proportionate approach should be taken to the measures put in place. 

 
o ComReg’s proposed Evaluation and Quarterly Reporting Performance 

Requirements against Charter Commitments are unduly onerous. We note that the 

audit and reporting requirements proposed are potentially extremely cumbersome and will 

add to business costs - and impact businesses should they decide to commit to a given 

level of quality of service in any of the given areas of the Charter. We note that para 4.7 

mentions that “ComReg will review the commitments made, if any” and “review whether 

providers have delivered on those commitments, via provider-led audit and reporting 

(Chapter 7).” The proposals also ask that providers arrange and pay for annual 
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independent auditing of their performance report (para 1.14) – which is a burdensome and 

costly task for business. As an alternative, we would recommend a more proportionate 

approach be taken, requiring, for example, enabling ComReg to request (in relation to 

complaints raised) that providers submit statistical data on their performance to ComReg, 

and ComReg to require that such data be signed off by senior management and then 

assessed by ComReg to evaluate whether quality of service has improved, and the 

expected benefits of the Charter realised. Asking providers to arrange and pay for 

independent auditing also seems excessive (when compared with the approach of other 

regulators internationally) and we would recommend it should only be required as a last 

resort if there is good reason to doubt the data provided by the business concerned. 
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o Existing provider terms and conditions may overlap with some of the parameters 

ComReg is proposing to detail in the Charter – so introducing this content risks 

unnecessarily adding complexity, time, and costs to presenting service offerings to 

customers. This will impact day to day operations and staff will also need training on how 

the Charter will fit into customer journeys and face the additional burden of new 

monitoring, audit, notification, and reporting requirements. 

 
o International considerations – we conduct global regulatory monitoring for various 

types of communications providers and are concerned that the proposals are 

exceptionally out of line with global best practice. We are not aware of this level of 

intervention (in terms of costs and disruption to communication providers) elsewhere and 

it is unclear what is necessitating the proposed timing given that industry are still busy 

implementing other elements of EECC. In the absence of actual harm being identified for 

enterprise customers we are concerned that the Charter requirements will be 

counterproductive for Ireland, risking the potential market exit of global players who 

currently assist with intensifying competition for business customers. We would therefore 

ask that ComReg reconsider the application of this type of measure for business 

customers, which is not warranted. 

 
● Content of the Charter: At para 2.6 of the Consultation ComReg proposes two categories of 

information should be provided: i) general information on providers’ customer service policies 

and/or procedures, and ii) specific provider-set commitments. A form proposed by ComReg 

needs to be used (with a set template) so as to create transparency for customer service levels 

for electronic communications customers in Ireland. We also welcome the flexibility for providers 

at para 5.32, where ComReg notes “If providers do not have policies in a given area (in respect of 

the explicit categories under the Act), or do not choose to offer specific customer service 

commitments within the parameters ComReg sets out, they would not be required to include such 

Information in the Charter. However, they would be required to explicitly state in the Charter that 

they don’t have relevant policies and/or that they do not offer specific commitments, so that 

customers can clearly see this is the case” (to comply with section 38(3) of the Act). 

 
● Format requirements for the Charter: Given the current low threshold of a 0.5% market share, 

we are concerned by the prescriptive nature of publishing and formatting requirements for small 

providers. As an alternative, provided the document is prominent and easy for customers to 

identify, we would recommend more general requirements for the presentation of this content 

rather than being overly prescriptive. 

 
● ComReg’s expectations for business customers: Given that some of the proposed content 

could be applied in a different way to business customers, it would be helpful if ComReg could 

set out more tailored provisions for business customers, so B2B providers are clear on what is 

expected in a B2B context. 

 
● Notifying customers about the Charter: We do not consider it necessary for providers of business 

customers to have to ensure business customers are made aware of the Charter. While we 

understand this may be necessary for consumers, business customers will typically have account 

managers and often self-serve. In the case of business customers, a simpler alternative, such as 

just requiring providers to publish the Charter on their website and update it regularly (when 

applicable) should be sufficient. 

 
● Timetable for implementation: We note the proposed deadline for implementing the charter 

requirements is 3 October 2023, which provides very little time for businesses to implement this. 

A 3-month implementation period from ComReg’s final decision (targeted by the end of June 

2023) provides very little time for businesses to comply and is disproportionate to the burden on 

business involved. Given the nature of the task involved and the regulatory burden of other pending 

ComReg regulatory requirements and upcoming regulatory proposals, we would recommend a 

more realistic deadline be imposed, such as 9-12 months from the date of the final statement 
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(given the likely 
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work involved in implementing this, such as engineering work to enable 

monitoring of commitments). 
 

12 May 2023. 

Wiggin LLP 
 


