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Consul t2a3t/11dn

On 16 March 2023, ComReg i.ssTla back Cronsmud |
23/ 14 is set out i‘MCohalltans ohgh tatkisviievwes

proposal s iimprl elmetnitamgt @ Charter by provid
I n Consullt4d@omBerg2B8Bbr med several preliminar
T I'ntroducti on:Prfovai d@&hrasr toefr | AS and or | CS
keep updated a Charter

T Approach for I mpl ementati onWiof hoClhtarpreej u
power to i mpose Minimum QualityComfReSe rpuwioc
a phased approach to i mplementing Charte
Service Providers to articul ate ¢ onthoinmRweeg
propotsseani t or and evaluate i mplementation

|l evel s of customer service committed to a
("adegraadyewWComReg sai doltlhoati nigt amma ya,d efq uiatc
consider ap@eloproameyve to the specificat.i
Standsubpgsect to consultatisai dFmhat s@edkr ¢
update Charter requirements and may seek
Standards information is included in a Ch

T Scope and ApQ®harctaetri omequi rements woul d a
numblkased I CS with a mar ket share of 0
Provi dReerlseov)/ant Service Provpdeparae, |l pulblei
updated a Charter-uskas attldteasescoendumers
enterpri skeeyraonfd tnotr gani sations (fARel evan

T High | evel nature ©lie Chaffdoematcioon emeéqui r ¢
Charter should congiigt gefnetrwwad ¢ atf ®@g onait e ©
service policies and/or procedur €® ,mmian ohe
regar ds -spatovdodnemi t ments offered, they oug
customer service an individual cust omer c

T ComReg specifi®wtleTempl ®éevant Service P
prepar e, publish, and keep updated a Char
a proposeds pCocmRfeigead Gwgtmomer Charter temp
Appendix 1 and, according to requirements

'Propofs@dmp | e mewtuisn gcnearr t er . pdf (comreg.ie)

Acmam:=


https://www.comreg.ie/media/2023/03/Proposals-for-implementing-a-customer-charter.pdf
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templ ate within SchedubkesC@naunldt.8t adon APPE

Content and formArCGlmantremewt kI i nclude ¢
and, in the form, aspecaidfiinegd thbayn 8@ddnpRieagh d i R
Consul tation 23/ 14.

Publication and naRefgvagtcB8etomeesProvi
publish their initialReCQharatngr Scemr vt ltei rPrw
Charter content on the first working day
of the iniltti als @hlerptoesre.d t hat a Rel evant
to ensure all Rel evant Customers are mad
how to obtain a copy. Rel evant Ser vikcee tPh
Charter available in accessible forms, an
on request.

Measuring and reporting on perf or maReclee vag
Service skoavddéee required to monitor thei
commi t ment sanidfl soof freerpeodrt t hi s to ComReg o
to a CompRegfied filatm dictionary arRel eegp
Service Provider would be required to arrt
be independently audited and submit an
performance report.

(

1. 1Submi sstioonGonsul tation 23/ 14

1.3 ComReg received fifteen submissions to Con:

1)
2)
3)
4)

5)
6)
7)

ALTO
Competition and Consumer Protection Commission
Chambers Ireland

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

Imagine
Magnet

National Disability Authority

Customer Charter Data Dempianaoy SoHe®eper8iafy the dr

AcMiaED=
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8) Prepay Power
9) Sky Ireland
10)Tesco Mobile
11)Three
12)Verizon Ireland
13)Virgin Media
14)Vodafone

15%8i ggin LLP
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2 ALTO (Al ternati ve O}
Communi cati ons Mar ket
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alto

alternative operators in the communications market
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ALTO is plrespecmdtado the Consultation: Propo
Cust oQrearitReerf : .23/ 14

ALTO welcomes this opportunity to comment or
commensesr at egbasTyh.eat ofCast oGiear a@dbiessues
arising in the Consultation are undertaking

approgdroiflaTt®@o adtdhes e@dthaoisles ue € sip msaea | |

OYUuaWUaqt

ALTO is grateful for the two extensions of t

antdhiendustry to address Qdres ulstsauteisom.ri sing it

While ALTO is broadly supportive of ComRegds
Charter to microenterpri4eoesr,odsigalnli saht enpr it:
hawe mblhagapowagonsuméewsulwel c ache f i miNtoito n
feprrofit organisation based on size (e.g., e
' ine with microenterpri se rdeegfuiersitt iiosn)t.o Tchlea rri
| artgechnnofadprr pydpér h8Gpaanret ittaleasr, vi cemdustry

t hah oeret isthioelsleodut stihdee o p £ heel eparovi sfa@unst o mer
Charter. This request is based on ComRegbs ¢
powéobviously, | arger wunder-t epkrionfgst thhaavte ngarye
bar gaipnoiwiegrhamonsumends houbbaeexcept edtharter
consideration or capture. We acknocwleeadrgeort ha
consi daesi €dubdf rotnhpoinftvi eoMt hEur opEbhe@ctroni c
Communications Code or EECC. We would wel co
ComReg.

ALTO notes that ComRegb6s Consultation paper
t he mar ket basedushnndbssi apdscertain behavi ol

whi ahttaka&atapoiinuti niker.oAL T Opcionti du s | etahrat c h
A ¢ i B m=



andeveroypwer admtrhenar kbasdi f f etreecnhtnol ogi c al

depl oymératltd enges, and of f-eird @aglsl sourc ha t hat a
standard a@upgstomaméerr t@Gharters may not be consi
ability of wholmeedl ¢ hoper aust o meo st andards
to apply, or be defitihvaetd iasc rloosgsi ctahlel yb otahred c a s
whol esal e operators faci | ibteastpionkge roert ai | 0
i nnovation | ed basis. While ConmnRedg i s obvi ou
i's uniquely placed to analyserkepputs and i

l ndustnkewiyl require a balanced approach to

Charters, whaerte crudvardmnyd i nnovative offerings
the market, ort evehenrods ooy aurd & basinssp | oi yne d
or dteane etthreequi r efdaecrutss o mer , cohort of cust ome

customers being servicedffiariand otcead hmwml agiqa
standards. To that end, ComRegtemouled acdnt er

than it has, how and when preciasnedly an adequ
how it should take shape. l ndustry does no
Chartequirements that are either infl exible

and we notiesoClhamRetgldiss i nt enti on.

AL T O12May 2023
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3 Competition C oannsdu me r
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Introduction

TheCompetition and Consumer Protection
wel comes t he opportunity t o respond t
Communications Regul ation (6ComRegd6) conc:c
i mpl ementing a Customer Charter (réyt he Cha
function under Section 10(3) (a) of t he
Protection Act 2014 to provide advice to
i mpact on pconseameelnfa@ec e@mp e taintdih@@P C06 s

S ubmi g =if dtrehansslate.

The€CPC maintains a consumer hel pline thé
consumer s ttheonti md ioganmtiose t h et e s dlsvsewe § h

tr adleGCGP CoOxnsumer HéEhel CE€®XCOs Consumer He
annually receives a significant number o]
communi cations. Analysis of contacts to
shows that the electronic communications
| argest ohumbet act s, by Z@ado 20 21knn 2002220,

three communpravi ders were among the top

across all contacts received and 875 cont
they fell within its remit

The CCPC agrees wi t h t he proposal t hat
requirements for providers of I nternet a

available interpersena{t E&Sgmrmumairceltii oms
ankeeuppdab@@ldar Cest omer acrteat aegpsmaditn ce

ot hseerctou@mE neraqiwascecel | exrtd otnh e yh ec apnf ub e

in informing customers of the standards

receive when engaging. with a service prov

' CCPC 202nt)t pwwepc. i e/ consomercat Wwppl oads/ sites/ 2/2021/0
Co nt aRepos-2021.pdf

Ac INIgGE M=


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-

2CCPC2022)Y ps: // www. ccpeccdret/ecmtn/swpleaasdsvpsi-tes/ 2/ 2022/ 08/
C C P -Contacts-Report-August-2022. pdf

s CCPQ 202mt)t pwepc . i e/ conswomerent Wwppl oads/ si-tes/ 2/ 2023/ 0:
Co nt aRepor-Jan-Dec-2022.pdf

4 Ibid.

SBest prastioae¢l ined by the Department of Finance in i
Revi ewbd, N o viesntbeetre s2 Ot2lRat t hese standards should be mea
range of custbanear todaimtiao®@eBankRegi.eTiECPBottelse
recommenafa hReotnai | Banking Review that thereguised Cons.
providers of retail banking services to set out cust om

Ac MNMIE M=


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

The CCPC is of the vi ew otvhadterist airse ipreponrit

include any other cust omer service comm

outside of those priaeash@hiabéecbywydiemkRe g,

ot hceommi t maarh@s arweuaddi gn with ComRegds i nt
the Charter to be a 6one stop shopo, wit.l
information about a providerds customer s
ensutrheptr oviwlheavs sthac o mp eothe hkbasofmddi ti onal
commi t ment s, to the benefadveorft et $tyondeirs
incentivised from offering those commit me
them within the principal document whi ch
consul t t ot lpardoevrisdtearndds cust omer service |
i .tehGharter.

Forthcoming research conducted by the C

guarters of consumers shopping around f or

of fers wuse information on the preovidersbo
That research wil/l s hodpwr otdmaxtt k at Bopge a r a
propoofti @woan wuem@g awgiet hmar kgt ¢ehpgri ence poor
servigri o I ndNarwistechreaggulin@trekdet s ar e mor e
|l oyal to their current provider, more wor
switch, and |l ess |ikely to use online inf
to engage with providers. This suggests
promi deamstpllyayed on provider websites, whioc
guality of service, cdecddand morewcoosuun

ThECPC€Cespdams e peaedtfattheonsulpapanreet
0 ulbtelow.

Al YGYLIOG!I Yg®é aGa DG WUgqRUDLW
Requirements

Hi d re vagpfoach

Ac INIBIE M=



The CCPCt mat eGomReg i nt end-sedoo rhmicti rha rttag e |
would all ow providers to determine Chart
customer serviwaeeysh@pdeealas nagdip evti dohh her

pr oviodegu & loisteyr vuniform,

SThE€CP®Wipublriesshe a mdORo3nt heon s uemweper ii mmauenbefr egul at ed
sectors, including electronic communications.

Ac INIEIE M=



while prescribing Minimum Quality of Ser

incentives on providers t'o compete on qua

Howeveh € CP QG ec o mme nhdaBto mR esgh o ucd adn s it dheer

i ntr odouecite @t one specified standar d: wh €
be provided with the possibility to requ
interact with the service provider throug
Access to high speed broadband is cl ose
busi nesses, and the increase in working
i mportance. |t is therefore particularly

and choi cemefresr, cammMdsut o protect those witdt

|l iteracy

The CCPC also recommends that ComReg sh
consumers who aheibhldgbunaea raadtdesgdas peci f i ¢
st an ddaac st osreerrveilcne € h ersgeyc ttonrearegepeci fic

consupnreat encet a sounrpelsafcaceregi st ered vul nerabl e

which include rules regarding how suppl i e
wi t h, vul ner abl Re gcuulsattoende rfsi nanci al servic
must act i n the best i nterests of consum

busi ness processes t o ensure that vul ne

i ncreased r i s lharnp:f detri ment or

There are a number of vul nerability dri
communications sector ,r aamhgiicnhg ciamp ahcaiv egiav e
many goods and serornlicieTsk @CRC pwav dddd
ComRenpspecd dppmeds ufores

TAl t hoaigplc,k nowl ed @@ gul dtnprafecsts essmpht pneyiceussdi | |
innoaatiecompete to deliver standards above the ComReg

8Theur rPernotp d oaDi r e otftihveas r o pRaml | ama@fth@ounamdndi ng

Directive 2011/83/ EU concerning financial services cont
Directive 2002/ 65/ BCrwgbtd font rcoochusscuemer s t o request a
intervention in case a tradePropesabnfobpne ameodsng ADir

2011/83/ EU

Ac¢c MNITWIE M=


https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex%3A52022PC0204
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex%3A52022PC0204

Governofeneél(@2mdAd)ullitt eF a@alciyi @1 0Y e aArd ullitt e Numergcy

An®igit akeStarcyt egy o

1Definitions of vulnerability vary, although there i
is a fluid concept that can manifest in a number of
0G20/ OeBHBDgehv Pr i ncbpkFiemanCdmdurmernt e@t0i2@mdecd.Tdreg)
characteftusnecabilityUndeati rolCtommer thel Pr acatrieces Di
O6ment al or physical infirmity, age or

creduHowgwdoweve@ui dafnrcenhBur op€ammi ser onitchashe s e
characteristics ar-ex héaiunsdtiicvaetéi vandantdhatont he -concept
dependent vulnerabilities

1ICRU 202E) ecan@aSupyp lHaenrdsbook 6

12CentBaanbkl r el(eCBd20 B2 Zpns Pmet e€Cd dReerv iieDw scuPsapenod

13Eur opammi sE2®@®EEO)nsuvherneradr kesmar kieth sFeur o pleraino n 6
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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

vul nerabl e:sc@amgdumerss Code of Practice for

includes speci fic protection ptr oviinsi ons
addition, the CCPC is of the view that t|
Sshould be reflected in the design and del
products and services, as well as service

such as theivi casgolmeaci ss.r

Therefore, it I's 1T mportant t hat ComReg
cust omer sweulvn erca bfsoermatrhsee c aome e dteda
pot enmii tailtdlysi skhose consumers experiencing

ensuring that they halkhe @CEBEssetommemdws Ct

t he Charter shoul d i ncl ude a section
commi t ments and policy provisions for vul
facility for customers with disabilities

ser viowd dmerr s

C o n s u @Gheice

Asac knowlietdhypeodh s u |l gt aapt & tog@r o p oaspepdr oceanctha i | s
thathactualofd evtedsmeerrva ccwest owoeu b @ c ewivlel
depearntd hiendi vpirdouvaild earp.p r Oitaecllo i shra&ebi 6 fat y

cust amewi Bobdhooasneotphreavi derhey are unsati s

the customer service provided.

Studhawehowmaheaaebevarimarsrt @ ws t cthhiantg

affeechsumers in the commuifihcatiocgs$ udaske
highlighted in the consultation paper, a
the right information,arnbduitgsdtliaRd ssbkahafai our
hashowmatt hel ectcommueni caddtomrs, despite I
standing mar keatndl ielfefroaltiss attoi orneduce switc
consumers have neveiur Buwrttltdredo rpe,ovwldielre ¢
for fixed broadband services has i mprove
consumelrrseliasmnd only have access to a |I|in

provisder s
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14ComRd@202Buppoviutl nerEd WleSCloymsumerbshsabi l itiesd

I1%ComRd @0 bLydPraciRPrcemiRanmSeer vi cesbd

1 ComRéFBerRi aveAdees sReéq uii nt eveebpage s 6

"For exampl e, Lunn, P. (2011) . Tel ecommunications Co
Anal ysi s, ESRI Wor klitntgps Pabeww. d4i7i .i e/ pubdications/t
consumbedaviiecoalbameal ;ylsus®, Lyong 298 108Qonsumert ching

int enftdrehecemy evesddmroen |E8RlAaNdDS

'8 LunPR,Lyong¢ 2818)ons wmédrt cihn tnegnft dtroen se csoenmsv iecve sd:ef nr coem
| r e | EBRID 6

1"ComRE@O0OE3 pctCommuwni cRttri aBesgy e n2edn2t 38025
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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

ThE€CPQ@ottelsaheecomhdae & her o p oaspepdr oiaschhe

adequaciyewhbi CamRevwgndéview whet besder

commi t amppt omeceht e Charter objectives. Thi
cruci al to ensure to ensure that I ts obj
overal/l customer service |l evels in the s
consumers. The CCPC recommends that ComRe
review, should consi-det whemtmhememdhxzappovovh
| ed t o icoonmpbeatsietd on t he quality of cust ome
providers and be prepamakehoeasbtnabbyl tomw
| evel commi t ment s. 't should also consi de
both wurban and rur al areas have benefite

cust omer service.

Scope

The CCPC agrees that the Charter should b
evidence of poor customer outcomes, which
the providers of fixed and mobile interne
maj ority of theCHh@peapgateicstnh@hBhhaglre€ul d

addrelrsang®!| ectcommuni cati on services cust
have a si mbbhagaweahkhgrpower (all/l consumer ¢
smal | enter prfiepre sf iatnd orngoatni sati ons) , i n.

enterprises who benefit from a stronger b
YGCHB B HEY WY Y reduirements
Ch a r Rorenr

The CGRCees with the proposal t hat t he
ComReg speci fiierddtdad rhpobwa § 8 meras¢ d mp ar e

i nf or makdgsnp.evd®i ch enables the consumer <cft

the ability to compare and judgeanal tietr na-
foll ows that promoting the accessibility
empower ment and engagement of consumer S

Ac IFIMIE M=



competition and f osi.erTihreg ecfoorrsey me rh ec ICaCiPcCe
ComReg6s ptrhoaphoes &Clisshrothhdesdr | t tpé @i inn Engl i sh, a
thatshopul d be made acceserndl oltloowdlnlg e rec

guidelines. The CCPC also agrees that the

2WickEd(300£rondmGrearss uhelr jicRyr c e eaf mByrsi Ac al g nvyo | .
12%p. -28B00) . Oxford: Oxford University Press/British Ac:

2lLowéd (20T nsuaned esmpetDeliionmmoienfgf ecbinse@mewe met ai l
financial

ma r Kk (e ficgorg.uk)
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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

Chardhowledss hoaspossifmlcal,@inkneggy nf or meataiton
consumered . This might hel p mitigate agai
where consumers are overwhel med by the vo
it difficult to i debhtwwpbEnasHblkcpmsudiefrter en
c hoosheee s & r wircoev i d mhraeeds.

C h a r Gomtant

I n respect of the proposed content requir
is broadly supportive of the approach sei

f ol | owtl negeanmegth

T ThE€CPCpart iwedlcaotmemr op ¢ ® anlc liundfeo r mantdi o n
specific commitments relating to billing
analysis of contacts to the CCPC6bs Consum
charges, pay ment and deposit i ssues are

consumer queries reamredviedSrpepdaviidgr $ 0 | AS

T As customers may consult the Charter to u
in a situation where they are dissatisfie
be cl eauwsttoohéradot hi ntgh€har tpaarr,t i caunlyar | y
compensoadiiminl ar offered by a provider, af
and the CCPC suggests that a statement t
Charter.

T It i s noted that 6Schedul e 3: Cust omer
Reporting Templated6 requires providers to
t he Charter U ni dgsriemsfecorei xbaendpd req v i mMeg ts
meas urmeiommi t ment to call answering times
response ctliontceks hionur s . As noted by the Nat
Agency, by reference Qeont&0aale Of tf lcees fr om
4dadul hselsamdiwigdteer ynwhdashs The CCPC is theref
t he view that s 0ome customer s mi ght str

commit ments given where they are expresse

Ac IZIGE M=
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file:///C:/Users/oreillyd/AppData/Local/Temp/MicrosoftEdgeDownloads/66aab9ee-168a-432e-a0fd-06f4bd68867b/NALA-Factsheet-Literacy-and-numeracy-in-Ireland.pdf

which require a certain | evel of mat he
more commonly wunderstood wunit of ti me
di fficult f ort osnodneer sctuasntdoi niémaesng wae r
phomai 198ecowds a post al communi cati on
hour s, where the same ocro mdnaotigioedn t in n
easterundeTh€&RBuUggdashtBb MReg considers
t hreedd hecsest ommpr € scrtihken nogftsi meb e

used in the Charter.

I n the 6How you can contact usé section of
to commit to specifyumgredhpomaei mume ffodd o
rai sed which were not resolved @ahi s$he tim
6foll ow up response timed is defined in 0
Dictionary and Reporting Templated as Ot
instant the iinwhi ahead Hcdunsey ocnaeirgder y

endast hienstt et Rel ev aPrto v edrewiagesfrryd e

cust cdmenmotchheanhnhiencl udi ng aisn aperdid @®a) he
instant the answer from the Relevant Serv

to the Relevant Cust omer , measured in clo

Proviadem schoose t o omarkmei tamesitriel aorl f  y o

t hiymku have been billed incorrectlyd se
raised a query regarding billing. The
to a customer who has raised a billing

ti me, defined in 6Scheodaubaec t3i:amcursyt o me 1
ReporTaempl ayed erteinictei md apsed bet ween t
requsefsrtom the customer and O6the answe

measured in clock hour s.

The CCPC suggests that additional <cl ar
and providers, could be offered by f ul
6the answerdé to be given by the provic
which 6t he answes 6tl meeusstt ofimensails tyh e r

t harcdasapr ovi ®ihoonl ali n g
Ac¢ IFIMIE M=



25 The€CP@Gottels8theddplreovi tdé@dthe | | i nglewlransgenn ssed ablel
defiansedt he ti me el apsswerfment weheen Rteheevant Customer (the

is made) and the answer from the Relevant Service Provi
ES 2021 0&l7ause 5.8.1606. It is assumed that

6answer 6 in
6request d.
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respomms@CPE6uggestagouthadbhst rtuctdc ovresi der

t h@eoncepts of 6Complaint Responsed and
t he Deci si on | hy€Co mkefgotr h pnardeocsfe s

I mposni mg memguiréemesuse access to and c

with a uniform code déndipgr.acti ce for co

A

1T As proposed, the 6How you can contact wuséb
i nformation about the chanrmelowidferc aomarkersi
availabl e t o cust onmeor st heHaponhgntrieagar flor
i ntell i geanmecwdrhor praaiyaugs t asmea rnpiroes itshieo n,
CCP€uggddhtags ComReg consider requiring pro
di sclose whether customers wusing a chann
interacting with an artificial intelligen:t
align with an objectiwalafti ohe oPr ames &Elur
Parl i ament and of t hhea r Coownn osiekda f taiyfi in@i adlo w
intellfigredhmece®,fAlsyst ém$éended to interact W |
persons to be transpay elnn dtdd@CiPi€s®, per son
t hei ewbwouf dr tCnenRegésealmjlecti ve for custor
bebetter informed about the customer seryv

of fer some future proofing of the Charter

T For customer shahe a@m e@witsting connecti on
commit ment which providers can choose to
acknowl edging the customeros service <corn
whet her the order can be processkd at the
order can be processed, agreeing a date
provision the service. The CCPC understan

who choose to make the commitment

24C o mR € @ 0 htipy://www.comreg.ie/media/dim_uploads/2017/06/ComReg1762.pdf

25Article 52 of the Proposal for a Regulation of the Eu
down har mohoesedi fi ci al onotethaygeadPeeossierilaar sAlk hayd$t ems
intenaded nwienlatt tprearlsandesi gameddevel bpedabway haat ur al

per sanisnf ormed that they are interacting with an Al sy
point of wi ewatur al person-imforimedr eadsrealvlaynt walnld ci rc
taking into account

Ac IEIME M=


https://www.comreg.ie/media/dlm_uploads/2017/06/ComReg1762.pdf

the circumstances and the context of usebob. European C
https://data.consilium.europa.eu/doc/document/ST-14954-2022-

INIT/en/pdf

26For commehhappyl! iomdthieoPr opReaglul fadkihear o pRarnl i ament

andf the Council |l aying down harmonised rules on artif
and digitastedMasdHeayamt@u,r r(20 Ry ul €habmntBeepf dakes

Ma s ddra y €8 r r(mho.ie)
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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

do not commi t to a timeframe for a
appoint ment or for service activation
existing connection. As regards t he
commi t ment requires only that itshe dat e
agreed wi thin t he ti meframe commi tte
consul tation paper, this is because of
be cover ednhewbeerxei sto mmge anmiderc at e

ti mefrfamesnecti cgstomeedapenmnany

factlohr@8CPGBuggddstagavoi d customer confus
made <cl earer in the prescri btedatwor dir
proviadeonsommi t minygectiiffhecarhetshe i ni ti al
appoi normeaanne aiteisnegr vi dehseet wavhle r e

t heirse no existing connection at the pr

|t is proposed that the 6boutages and rep

ncl ude ialdocudmatuisad mcraemre pasdar viiscseubehei r

roviadaer t hat providers may include 6r el

® T

ddressing inddlevdlbal ssussomieth servicebd.

—

hat providers woul d have t he option of

commitments relating-l & ueslisnnidsvie rdubiaidte cust on
ontput aglkisahke f iansesilsues affecting multiple
the samectkinmevl edgi ng t hat-l ewveiswediuha l CusHt
s er vciacaer ifsoarmu | t iotfruedees whsmay madkief ftiocul t

—

rampecddimmi t mem@GP,G uggeshtash emay dre
ppor twintitthy@hart émuy timerenpt o stdiempr ov e

0
customer service provision ewdlatiinngudo wini
service. Cust omers claanad lerismap sagytu et omer 6 s

u

sand enjoyment of a service which they h
increasing numbers of 2peocpalne awosrok i p@t ernen

negatively impact on t hdiirvedhbihloiotdy t o wor

TheCCPGCuggetsh &to mReqgonsi chga snj ni mum,
mandatiatnthlean making optional, the prov
information about addr desviedguesndwvt Ou:
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serviincet he iChalruckirng requiring

2TThE€SQaboFuwrr 8er feoQuar4 202i2ndi Q2t%eftdh oisemp | oywmeme
working émainly from homebo, with a further 13% 6somet
LFS Presentation Q4 (20%2_.fcom)web. ppt x
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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

them to set out the steps which they
the issues. ComReg could additionally
commi t ment to acknowleadde seheicesti cmerk
a specified timeframe tfa otnh enhea ndda tper avi

an update to the customer on f:s xing th

Whil e these suggesnoad fcausat nogoeesr svad wnlt dy

on how long it wil-dl evakei eueawytbuseo
mi ght have to be resolved, it would a
insight -adnttrheectpual stage into how the
addressing such an i <shwe.seWhdroe makgr d

specific commitment suggeéedhtedt o merwoul
wi trhreassutt dchepr oviwd kreepphempdat ed on
resolution of the i1issue. It woul d al
compari sondbeft ee@mnti arehrosw h edye awi t h

cust dnewelr vissuese

1 Asitententatdst omeudanstuhieharwheeacnho o ai ng
new, swirt ctha ngnot beitdhe@CPG&G uggeGamReg
consided wmdilngnk to its oneliinnea heo ngparritsean
rai se awareness amongst customers of the
of fers in helpingrtlvevidiels & s w It bheesiere d S .e
ThE€CPG@Gottelshitsnt enthatt providers wild|l be rec
the keywhriicghhtsust oameawndhasvvei t ching i n the
including from Regul ati on 90 of t he E

Communications Coded9 Regulations 2022
E2¢{eccUfRIGY GHRD VI carzcURHdIc d] q 1|
commitments

I n order for the Charter to achieve its o
Cust ome rabletd evalubteep r o v i perlormande and to be confident

that their stated performance

Ac¢ DIMIE M=



2Byanal o g@entBaankki r el €ndéshheot eCa dwni appltioeesgul at ed
financi al service providers, requires, at section 10.
compl ainant with a regular update on the progress of t|
not greatlteusittieanst2a0rftridnigea oewh i tchoeo mp lwaaismatd €Eent r al

Banoki r el lhmalf, fCiocnisall i dati on of the Consumer Protection Co
29 o0r cCampaywe Value (Services) | Commi ssion .for Commun
It i st hnbobhteardeen u mboefre qu i r e meergtudfa thneadh e i ap ce s it perosvi de

al imk t he CCPC6s Money Tool s

S30S. Nod444/ 20R2u2r opedmaing £l ec tCroommiucr i c Bod R ul a20 22 s
(irishstatutebook.ie)
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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

is an accurate reflection of their | evel
evaluation there wild/ al so be no way to c
have been met or not. Therefore, the CCP
monitor how t hesyt ptehref oChmratgeari nand shoul d
ComReg.

ThE€CPCal 9b hwei ¢ Wmma k ipnrgo v iaccecrosu nitsanbpl cer t a n't

t ®@nsutrheat they meet t heir commi t ment s. C
should be clear aspedbowmat mglmptihan
CCPCecomméimd®&d mMmRescdhowlldari fy whatmwadtli ons,
arise when a proviisdedea@esmed rtTd ebme CB&Eo0 r .

al awat b@o mRefgo,l | © Wadeaq uraecwip & & snax ¢ e & ko

movet hsepeci fofani omm loiReyr vStcaen d afthckes .e

t hat hceastehe CCPC notes the importance of a
measur es a-gcamplasceé:. n o n

The CCPC agrees that if the monitoring an
on providers are too excessive, their abi
may be | mMphaicst emay be particularly true fo
new entrants who have just met the thres

We note that the principle of proportio
considerations around prowindeonevbal aateow
think that the suggestions inrtilbpadscamsult
corrlefasi.anti cimpehteed sulpgapgemoaecnaut omat ed

proceseup by a provider the ongoing burd
relatively | ow, t hteome paxmtpwcd ri tn@isdaggepnmsovi der
faThit $s mer haetd heonsul tation notes, the add

being consistent with exi seguiremgntsuni ver s al

For customers to be fully able to trust
audit wi || be required. The CCPC notes
consul tation paper that such audits be c

that providers havertbteaudpeetioomaaeaca yea

A ¢ IR M=



proportionate expectation to be placed on

'l n the waste management sector, both a | aek of moni t
compl i anacwes twrenhebrrrteeqqui r d Mot sefwvab d el | eocp @ roabt eddos
inadegoasemer protection i mTthlkee Opeatadri.o nCOAC t(h2e0 H®)us e h

Collection Marketd
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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

Whit Bema&ypoemeriimhavianpgr oviodéspu b mineudi t ed

performapocet , we understand why ComReg wc
observe any negative trends in customer s
ti me. Since this would not be possible if
report, the two differmetpeepodsiagertehaeai
to havelaweeg information and to maintain <c
ot hevedaltla. However, ComRetghavti | tlehaihsh wies t @l
explained to customers and that there 1is
it owi | lt eh niemmpa reteairttea dav ai It abulsde omer s

anaccessainktlassyunader stand manner, and that

customers that they can have confidence i

A 13N 2 {f choGraldagsment

We wel come the detailed analysis conducte
| mpact Assessment accompanying t his con
clearly demonstrates the need for a Cust (
the potenti al i ndust r yi,mpcaucsttso,meirt awnid |c obnep
determining the correctneacptsismacgfetftlatc hoose
neetddbemadeée .hé i kiehyaatweeal as@provi de a wusefL

justification for each option chosen.

Thent r odoubcCthiaa st heauwmlod e siuddi st mrmrteisotnrafct i on

competition in the electronic €bamuarcat.i
should not add barriers that could preven
sector. While the i mpact on new entrant :
consul tation sections ( 6Whpptlly@gwowlider s t
encoucCag®ddgh ulclopnsit thiemp aoaagot emewalentrants

whemakiaig dakti smdithdee siagiampl ememeasubas

for the Charter.

ENDS
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Chambers I reland, the vbrekapnt{ sllainale 9sigkamin ¢ a
wi tthniaggeew gr apbaa®©bBme mbearrseeh@Ghambe€emmei a©d e
ci taretsowtntsr ougiheounitagt i wevecgnst i tElmehow.r
me mb€hambieeasnt noat hebusilmeesad community and all

thriving | ocal ®u«mppsaustteadscntdldaendso memoni ti es.

Il n September 2019, our network pledged to adyv
of Suhset aiDneavbell eo mea h .0 i mayeu stth@®@o ad mf r amewor k

i denpgo lfpyrciy o raintdi eemmu niocuarteec o mmendan dveh a ya

part ifcouwclusri @ & geo ad sc o mp ad s ¢ eavyptrakn é c o n ogri cwt h
(SD8)sust aimiatbalmed ommuni ti es adyYRG@GCc é&ment i n ge
equal ity (SDG 5), vi abnlde iinnfdruassttrriuecst,u rien n(oSvDaQ i
in climate atTthieo mo(sIDBueallt3gv.ammratbl e Devel opment
consul tation are Decent (VBdD8&a,nddmd uBcmmparmitd oG, o
andnfrasi{ SD®&Y ur e
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https://www.chambers.ie/policy/sustainable-development-goals/chambers-ireland-sdgs/

96c¢cUHIINALOL GUHgR2

We are increasingly dependent on connectivity
halecoeneemoriemp o rptoafihiotv-1 éh svehawveo whi ft toeednot e
andy bwo rdio d ealnsaircki st afnrcdemii emdia mi | y.

According toRdpmmmna@y 022 he 14 brands in the t
sechave failed to cope with customer demands,
to the ctooppalnOles offering the best customer s
Mobi | e s ur pkansoskenda nwdetikitat s Zpp inn st agmrtwni tatlelr |,
owhomaitl eaki¢gto teop 100. Tesco Mobile and Virgi
brands in the seotver atld ICuprtowert leiprer i ence ¢
Sky and Eir saw si @wiefriadsd ndmeaoie nipes o GE@srd e i r

i sxedr oopmo rteh 41 %.

Th€ust obxeprer il amauesh mrglhatstpot enoraeabhheusainds
jobesdel p operators stay competitive by focusi
Experience tmodlerd aedogiwiepnelhea nagnesier vi c e
transfobmgti ahucpantoihmoreasnsf orm the role of cus
centers, iIimpacting skil lesanpd md eteesc lHtroolpegy orreng u
therefore essential for oppobetsntioi @cti movye e
value chain and provide s upeerpieorwéeanmtasittvi aargs par

busi mbs®Ctives.

There are several factors that influence cust
gual istey vaorftebnea ifna c th@mmwe Waura,loittuy t csrea rvt i hae

cust cmexpestso a contributing factor. And it
information surmseuwdicegi custasmeéry avail abl e,
transparent. Ther ef ochear ttehre iisntirnopdouectta sotn aonfd a
|l rel and moves towards greatensecaoahometydevel o
experiences a greater dependence on Internet

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

Questions

1 . Do you agree with the proposal that ComReg should introduce requirements f o r
provi délrAs@8nd CSEoqr epaprueh,l aslkeeppdataeChar tlefr &s,
pleasplwhywndhopl eapsreovspdecaft er raitgigeest i ons.

| r it ®h ec o mmusne cchaasl omg stodray § s agt sfEeyurst omer s

wi gbad st smarviThédhsmlseear esaflaokranspamamadg ity

C ontparcotv itdoearkseo mpl andh aehceo mp| haveesemade her e
wabi attelobowmasaken to solve the issue. And as m
responsibility groobliexmd hwi tulm dietrd ye mgt omer car
ComReg as a regul ator akcsoovieersdst bpgepd ay a mo
customeprsovi cdedt omer s.

Mor eowvwestomeodwleadb t é r eccd /it dvepir o v iwche ricsn

| i mi ti aanthircins h Mar ket due to asymmetry in infor
compl aintcbamd¢cingnsé$) i oger out ages and switchi
instance, pr acwindeari nweab diottesf di fferent i nfor.i
di fficult to naviignaftoer nsaptei coinf irce gpairedciensy ocfust o m
commi t ments that the porroowiilideenesht § 4 nrhaed ena t Maomy
availoahbodveo epbatdrnout agridowg@et updates on these
outages. Another area that | gaokseadegomatadi nf
di sconnection processes. Therariossndlre toddkeer al |

Cust smearnciucse omaaxspect .

So, when customers have access to charters wh
t ransparhenatolhy,owshei gho vt d pftoarc c ortdd meggirref er enc e

anrdequirements.

Il n any market, competition enhances the qual:@i
mar kblgtnami ¢ ensures that companies are wor Ki ng
t he mosef fceossetr vebo bgiurst o Messr omgll iyehvaeh hi s

perobdei gheostfl i ving crisis, businesses are most
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costs in all acemse ®iwawmiliegna shtiemredfidoru 2l nesses

igr oviadepsr atai ng
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c omp e teintviiveoameanmpet o edpage wiesalepo ovighdiosdgr vi ces

overal l .

Therefore, Chambers I reland agrees with the pro

requir & opernotvsiod A D CISpr eppublainklle euppd ad@hdar t er .

2 . Do you agree with the proposal that the Chart& @i @ WH Y U gt ¢lRa) WG|
HYOGGRq®EIR@H A GD YURqOM2 ¢ GRE GG WYiqec qRY
q 6936 ¢ 1 gk R AJGHBOIRYIEE t o ¥ WID IHRRA 10 Ray T
cURGGUNIAGIqW2 RT U1+ WnVY!l W6 WRI WeT Whe ¢k
qYLW UUt WaV W ENeRIHERE R OAEET 0 REND ILRRE 1
Eqc Ul ¢ T+ ALUcnzoRY IRIRIAIE 6 ¥dRY) ! ER@EIWDT ¢ 1 T 1
RUnYl BRORYBOWNIc | @RV BESRUREY A
GG V2 BBtz [+ ecRPHI R Y Ut 10

Chamblreslsamddigd ygwiekkbsmRegdéssi debaptt Rmma&Charter
containingetproommdierment s. We belrespothbibiWwity
accountability on the provider. And as much as
commi t méhatteai Itoorheedind i Vvoiudsu atlp s att iho sedlds e & @
negligence on the providero6s part to honour the
commi tameanndah edasrseo meer vi ceesetdbeanandaaondygnmet

compr omingheidloemeed d i tsieornvaclalee | e xaintdll ¢ earced rtdd ey

proviidnedriowiad ueedtper i enc e.

For Example, ComReg should set Minimum Quality
c omp lhaainndticiomgr,e anbohdamohegf uhl&harstheorwloa tparionv-¢ e € r

commitmentsonissuesr egar di ng outages (as outages can so
entirely in the hands of the providers -to fix),

paymebi ahdwi t sheirnvg ces.
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ComReg needs to exreegulsaet on samdl eretascammi t ment s
Qu a loifSteyr v3tceend &0 dtl § otvhiwnst) e | ioepvt el © Mo b lecdh o swehne r teh e
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Charter would cont ai n -saetc ocnobnnnmiatt nheonnt -sod & npdlioG/o miken
Qu a loifSteyr vStceenddhins xepdpr ovocult @n tt hieé gu |l lau rodaeprd h e

cosf mpl ementation.

3.2V Ye Nl 3IRagq® Gl YGCG\I6®G@ ¢ | lgqlilie RI RO E GG Y
Gl Y2RMMIAENT 0¥ 0 WX RO q 131 GHIY & dYdJ@ Rite ¢Idy R R\HHI 4
sRag6c| ¢ 10@YNIOPYED | Dcfall RN O B ERURAY 4
Gi el W2 BNBERxEIIH Uz @RI qRY Ut 1O

Since the given threshold will cover a majority
mobivioe ce and mobil e broadband subscribers, 98.
96. 3% of fixed broadband subscribers in Ireland

proposahbCharrteequi r semaephtisgyr ov iwd earha r lksehtao 2. 50%

greater.

4 . Doyoagrwettthgr opotshagit ovi wieb & equitrperde p pued,| astheapdat ed
aChartédmatddr esasldonsumenicroentesmaleheeyr pancheodoprofit
organi satfyespPeasep! aihyandi fno,pl eageoviseciafliter nati v

suggestions.

Chambers I reland agrees with the proposal that
and keep updated a Charter that addressesa | | c o nmiuanread esnt er pri ses, S me
and -hepmr of it organisations. Thiuseaoptiion |laevamnd,
bargaining power, to have the benefits of a Cha

ComResdgoweind urheadc er tasipreactipsr ov icduesrtossmearvdiicfebet we en
consumer s, mi croenterpriseosofsmal, | aeptreoewvprdieses ¢

cl emartthhsei ndgd €@ u netnhi@h ar t er .
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5 . Do you agree with the proposal that a Charter will contain both general informationonpr ovi der s 0
customer vpoei cdared pecicfoimmi t mastst héevelcust omervaoe
indivcdesabmaexpetcdk eceiimgi vpari o§®eg,l eaesxeplwahiymnd o,

pl epseovspecaft er matgigeesti ons.

We broadly agree with t hoeptpirompsosza asred exd i vome rod
wout dn tapirro v isdpeercaisf mnei t ane b hlee weklu st csmearvaincredi vi dua
customer could expect to receive in a given per
and updated for subsequent periods wil/ make th
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and actions to be taken accordingly if the perf
shoal demmn|l daehbbhapdat leosn gop magg oeshseo mmi t ment s .
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we do propose that option 2 should also be incl
ComReg is aiming to accomplish through this cha
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should keep in mind that the Charter i s compar a

andransparent .
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suggestions.

Yes, we believe Option 2 is the most suitabl e w
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9 . Do you agree with the proposal that providers be required to ensure all customers are ma d e
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formafeep,l eaesxepl whyand,hopl eapsreovspdecafier matggesti ons.

We agree with ComRegbés choice of option 2 where
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10Doyouagree with the proposed Charter contemtroand the
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as it is the most effective and convenient meth
where itimgpossimpleg for a provider to have a pho
number of hours/days that it will take the prov
Failing to handle the query/ complaint within th

sanctioned.
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We agree with the proposed Charter content and
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DOCUMENT CONTROL

Document name eir response to ComReg Consultation 23/14
Document Owner eir
Status Non-Confidential

The comments submitted in response to this consultation document are those of
Eircom Limited and Meteor Mobile Communications Limited (trading as ‘eir’ and

‘open eir’], collectively referred to as ‘eir Group’ or ‘eir’.

Please note that, for the purposes of the Freedom of Information Act 2014 and the
Communications Regulation Act 2002 (as amended) and in the context of the eir
Group's general rights and obligations, information supplied by the eir Group to
you may contain confidential, commercially sensitive or price sensitive information
consisting of financial, commercial, technical or other information, whose
disclosure to a third party could result in financial loss to the eir Group, could
prejudice the competitive position of the eir Group in the conduct of its business, or
could otherwise prejudice the conduct or outcome of contractual or other

negotiations to which the eir Group is a party.

Accordingly, you are requested to contact a member of eir Group's Regulatory
Strategy Team where there is a request by any party to have access to records
which may contain any of the information herein and not to furnish any information

before the eir Group has had an opportunity to consider the matter.
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Outlined below is eir’s response to the questions in ComReg’s Consultation on Proposals

for Implementing a Customer Charter.

Response to consultation

Executive summary

eir is dedicated to providing excellent customer service and maintaining a healthy
customer relationship. eir informs customers in a clear and concise manner of the support
available to them on our website and include dedicated options for consumers that may
need dedicated assistance such as our Age Friendly Care line. eir also offers bespoke

customer service to our business customers, and have recently won awards in this area.

However, while eir recognises the importance of providing information on quality of service
to our consumers, eir does not agree with the proposal that providers of IAS and ICS
prepare, publish and update a Charter for three key reasons:

1 ComReg has not provided an evidence-basis for requiring a customer Charter,
meaning it has failed to fulfil its statutory obligations to provide a reason for
introducing a measure.

1 The customer Charter requirement as proposed will not meet ComReg’s objectives
to clearly articulate customer service levels and ensure consistency.

1 ComReg has pre-empted the results of the consultation and the need to require a
Charter, failing to fulfil its statutory requirements regarding a transparent

consultation process.

eir recognises that ComReg has opted for a provider-led approach but eir does not
consider this will be fulfilled in reality due to:
1 the specific nature of ComReg’s requirements;
the outdated commitments/metrics ComReg propose; and

the short length of time provided to review provider commitments.

eir does not consider that the practical impacts of the proposals have been fully
considered. This includes how to incorporate factors that may impact on quality of service
that are outside the control of providers both in the information provided to consumers and
in the reporting and audit requirements. ComReg has also failed to clarify some of the
legal implications regarding contractual obligations and contradictions with legal

definitions in places.
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Outlined below is eir’s response to the questions in ComReg’s Consultation on Proposals
industry or consumers on introducing an effective measure. Instead, ComReg has proposed
a Charter that;
1 will overly burden industry and hinder automation in customer service;
does not meet European standards for information sharing; and

is not informed by consumer insights so its effectiveness is unclear.

ComReg, consistent with its regulatory obligations, should have consulted with industry
prior to designing the template to ensure real collaboration with industry and genuine
provider-set commitments. eir considers that ComReg must start again and engage with
industry on the template if it is to introduce a customer Charter through a series of industry

workshops.
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Q. 1Introducing 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?

eir does not agree with the proposal that providers of IAS and ICS prepare, publish and
update a Charter for three key reasons which are discussed in more detail below:

1 ComReg has not provided an evidence-basis for requiring a customer Charter. As a
result, ComReg has failed to meet statutory requirements to outline the issue and
justify its proposals. Instead, ComReg’s assessment focuses on sweeping,
inaccurate and overly negative statements about customer service levels in the ECS
sector and consumer interaction with provider websites. These do not justify or
underpin the huge impact the proposed Charter requirements will have across
business units of providers for no tangible benefit to end users.

1 The customer Charter requirement as proposed will not meet ComReg’s objectives
to clearly articulate customer service levels and ensure consistency. Instead, the
proposed Charter will reduce transparency for consumers and mislead consumers
on customer service levels.

1 ComReg has pre-empted the results of the consultation and the need to require a

b e

No evidence-basis

1. eir considers that ComReg has provided insufficient evidence for requiring a
customer Charter and focused on creating an overly negative picture of customer
service in the ECS sector to justify introducing a kil The evidence presented by
ComReg neither reflects the enormity of the proposed requirements nor justifies

them,

2. eir disagrees with the sweeping statement in paragraph 2.2 that, “in the current
electronic communications service market, in general there is a lack of transparency
around the quality of customer service, and lack of commitments made by service
providers on the specific level of customer service they offer their customers.” This
statement is however merely an assertion; it is not supported by any evidence. This
is important, because Recital 271 of the European Electronic Communications Code
(“the Code”) makes it clear that National Regulatory Authorities may only require
publication of information where it is first demonstrated that such information is not
effectively available to the public - “(271)...Providers of such electronic
communications services, operating in a competitive environment, are likely to make

adequate and up to date information on their services publicly available for reasons
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of commercial advantage. National regulatory authorities...should nonetheless be
able to require publication of such information where it is demonstrated that such
information is not effectively available to the public.” There is no such
demonstration in the consultation of the lack of availability of the information which
ComReg now proposes must be included in the proposed Charter; this is the
evidential step that, per Recital 271, must be completed before a new regulatory

publication obligation can be imposed.

3. ComReg’s one-sided analysis is reflected again in point 2.3, where ComReg
highlight the customer service issues during Covid. ComReg does not present a
balanced assessment that acknowledges this was a disruptive period for many
sectors that had to adapt their working conditions, and the rapid increased
importance of the communications sector. It would clearly be unfair, and
disproportionate to introduce onerous new regulations, based on the unique impacts
of COVID on the provision of customer care; the relevant issues would at a minimum

need to be shown to be present even without the impacts of a global pandemic.

ComReg’s analysis of the CXi 2022 report fails to recognise the improvements of the
communications sector, which has moved up one place, ahead of the public sector.
eir notes the communications sector has seen an increase of 6.2% in the overall
satisfaction score, double that of the survey average in 2022'. In addition, ComReg
focuses more on the results from the 2021 CXi survey instead of the most recent data

available, to underline its overly negative analysis.

eir does not agree with ComReg’s statement that the consumer research it
conducted supports the proposal to require a Charter. ComReg states in paragraph
3.24 that 80% of survey respondents agree it would be useful to have a single
document providing information on customer service commitments which, “supports
ComReg’s overarching proposal to introduce Charter requirements.” eir disagrees
and considers this is not useful evidence as the survey question is leading, meaning
the evidence is biased. Firstly, the option of a single document is presented in a
vacuum to survey respondents; there is no indication that respondents were
informed of the information already available, and no comparison to information
already available or other information sharing methods such as dedicated sections
on a website. There is also no description of the “single document”, nor is it a test of

the specific Charter document that ComReg propose, which is very detailed and

!CXireland Customer Experience Report 2022
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overloaded with information.

In fact, eir considers the consumer research highlights the effectiveness of industry’s

customer service which ComReg continues to overlook and frame negatively.

1 eir notes that a significant majority of respondents are extremely satisfied or
satisfied with their mobile and broadband service.? For instance, 85% of
respondents selected 7 or higher out of a scale 1 - 10, where 10 indicated the
consumer is extremely satisfied with their mobile service; just over a third
selected 9-10 on the scale.

1 eir notes the majority (approximately twonhirds of respondents) have a positive
experience when contacting their providers with a query or complaint.

1 The majority said provider websites are easy to access and find information
(68% for mobile providers and 70% for broadband providers). This increases to
81% of respondents aged 16n2l+ regarding their mobile provider’s website and
76% of respondents aged 25|?|3L+ regarding their broadband provider’s website.
eir notes that indication of easy website access decreases in the older age

cohorts.

ComReg has not fully analysed the results or grounded the results in comparison to
industry benchmarks to assess customer satisfaction levels. Consequently, ComReg
has failed to meet its statutory requirements and present evidence of the need to
introduce a customer Charter requirement. Instead, ComReg has focused on the
small cohort of respondents that indicated they were not satisfied, but failed to find
out why these consumers were not satisfied. There could be a range of reasons for
this dissatisfaction that providers cannot control. Again, this demonstrates
ComReg’s reliance on sweeping, negative statements rather than reliable

informative evidence to justify introducing a Charter.

eir also considers ComReg’s reference to the evidence from “social media
sentiment” is vague and baseless as there is no evidence provided for the claim that
social media indicates justifiable dissatisfaction with customer service or indeed,
that it constitutes any kind of reliable evidence of objective failures such as to
warrant the introduction of highly onerous new regulatory obligations. eir considers
that it is not helpful for ComReg to make baseless statements without providing

evidence or fully interrogating the claims of consumers on social media.

2Customers were asked about the extent

service they sighed
7.

9

rupxpechatdi mas and
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t o wh
needs,

phioomersceardvbiacred and 7

Ac ITIME =



service.

Ac ITIBIE M=



10.

1.

3

n

In addition, eir disagrees with the use of evidence from a survey of consumers on the
phone to ComReg’s Consumer Line. Firstly, the sample used is small and not reliable
as only 667 consumers that contacted ComReg in Q4 2022 by phone responded to
the survey (queries and complaints) and only 80 consumers that contacted ComReg
by email, even though ComReg’s consumer care received approximately 8,000
contacts in Q4 2022. This is particularly concerning as over half of contacts to
ComReg in Q4 2022 were made by email/online form (54.6%).%> Secondly, this
survey will obviously produce biased results and should not be used to underpin
proposals in a consultation, despite the fact that they are not as negative as
ComReg tries to portray (reporting an average satisfaction score of 3.3 out of b for
phone contact). These two examples of vague, baseless evidence point to an

agenda to introduce a Charter, irrespective of whether there is a real need to do so.

eir notes that ComReg’s analysis of information available regarding quality of
service on provider websites is also vague and not underpinned with examples or
evidence. It is not clear that ComReg completed a full audit of provider websites as
there is no evidence of this. eir therefore cannot understand what ComReg is using
as evidence for lack of clarity or inaccessibility on websites. It is not therefore
possible for eir to comment or assess the reliability of the evidence purportedly
being relied on by ComReg, in responding to this consultation. eir notes that this is a

significant failing in the consultation process.

eir is also concerned that ComReg has drafted a template without any consumer
testing to inform the design, and eir cannot support a template that has been
created without input from consumers or providers. This is in light of the extensive
consideration given to the contract summary template and best practice in other
industries that test information documents to be provided to consumers. For
instance, the European Commission conducted consumer testing on information
sheets providing generic and specific information for PRIIPs finance products. This
helped to inform the design and produce evidencenbased information documents for

consumers.

eir considers that the Charter proposals go beyond any other Charter requirement
eir can find including government organisation Charters and those in the energy

sector, mandated by the CRU. eir is very concerned that ComReg has proposed

Q4 2022, consumers completed 359 phone

phone surveyssoimplradlndtsma irlintde uBrOv eey s i n

r el
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requirements that go beyond the norm in terms of sentences that must be included

and reporting and auditing requirements, with no evidence basis.

12.  eir notes that ComReg has targeted the Charter as a new regulatory measure to
“where there is greatest evidence of poor outcomes” (paragraph 5.13). As eir has
outlined, there is limited evidence of existing consumer detriment and eir considers it
would have been more proportionate and effective to implement the least intrusive
measure as a starting point. eir considers there should have been a full assessment
of perceived consumer detriment and the effectiveness of currently available

information on quality of service levels.

Fail to meet objectives

13.  eir agrees with the principle of informing consumers of the level of quality of service
they can expect, which is beneficial to both consumers and competition in the
sector.

4 &ir is dedicated to providing excellent customer service and maintaining a healthy

customer relationship. As part of this eir informs consumers in a clear and concise

manner of the support available to them with opening hours clearly stated on our
website. We also display average wait times on the homepage of our website

Monday through to Friday as well as wait times on our IVR when a consumer calls.

eir considers transparency with consumers is central to providing excellent customer

service.

16. However, eir does not agree with a requirement to provide consumers with a

customer Charter simply to fulfil a cumbersome tickn)ox exercise, when this

information is mostly already provided to consumers in an accessible format on our
website. Repeating this information in an outdated downloadable document such as
proposed by ComReg is a seliﬂjefeoting exercise. Customers will be overﬂoqded
with information, and will not read the information, leading to disengagement and
inertia. This will be compounded by the impractical suggestion to require providers
to include information for both business and consumers in one document. In this
regard it is important to recall the already high volume of written information that
eir and other providers are obliged to provide to consumers on their websites,
including, for example, contract information template, the summary of contract
terms, the contract terms themselves, and the current Complaints Code of Practice.

The Charter will therefore only add greater volume and complexity to the set of
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requirements that go beyond the norm in terms of sentences that must be included

websites.

16.  eir considers that ComReg’s proposed Charter will actually end up reducing
transparency for consumers. eir fails to understand how the proposed format of
quality of service information in a Charter will assist consumers that cannot
navigate websites as ComReg claims, and how it will improve the quality of service
for digitally literate consumers that want a streamlined experience. eir notes that
ComReg considers older consumers may face website access issues in paragraph
3.10. eir considers initiatives such as its Age Friendly Care initiative, a dedicated
customer care and technical support service for older consumers, is more beneficial
to these consumers than another online information sharing method. The customer
Charter as proposed is more cumbersome in fact than simply going to clearly

labelled website sections such as provided by eir.

17. Introducing a requirement to have a Charter will limit consumers’ interaction with
customer service information. ComReg states in paragraph 3.21 that there should be
a focus on “ensuring that customers of all demographics can contact and interact
with providers in a way that works for them”. However, if the focus is on
standardised and complicated documents, ComReg’s aim will not be achieved.
Providers must be allowed to retain flexibility to provide focused solutions for
different demographics, whether that’s dedicated phone lines, automated services
or website pages. The format issues in respect of the Charter proposals are

discussed in more detail in the responses to questions below.

Pre-empted results of consultation

18. ComReg has preﬂzmpted the results of the consultation, and assumes a Charter will

be introduced as ComReg sets the dates providers must put Charters on their
websites, and dates for review of Charter adequacy. It is also noteworthy that
ComReg proposes a very limited number of weeks to consider the responses it
receives to this consultation, given that it proposes having adopted a final Decision
by June. This does not suggest that there is any openness to meaningfully re-
assessing its proposals regardless of what submissions it may receive from
stakeholders, which is what is required in order for a consultation to be a genuine,
meaningful consultation. Under regulation 102 (2) of the EECC Regulations 2022,
ComReg must take account of stakeholders views, which it has not done in this
consultation by preﬁmpting the answer to question 1 of this consultation regarding

introducing a Charter. This is compounded by ComReg providing for assessment of
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requirements that go beyond the norm in terms of sentences that must be included
introduction particularly when “It is expected they [providers] would be incentivised
to compete on any specific commitment around customer service with the
introduction of Charter requirements™. It would be reasonable to expect that a
number of quarters be allowed to pass before an assessment is made if providers
are to be allowed to develop their Charters in a competitive response to the

Charters of other providers.

19.  eir considers that ComReg has also preﬂ}mpted the need to require a customer
Charter. Legislation does not require a customer Charter must be implemented, as
the Communications Regulation and Digital Hub Development Agency Act 2023
(“2023 Act”) states ComReg may introduce Charter requirements in section 38, “The
Commission may require providers of internet access services or publicly available
interpersonal communications services to prepare, publish and keep updated a
document to be entitled, and referred to in this Act as, a “customer charter.”
[emphasis added] This phrasing indicates that there should be an assessment of the
need to require a Charter, which ComReg has not completed or has failed to
produce clear evidence from an assessment. ComReg’s overarching obligations will
always be to exercise its powers in a fair, objective and proportionate manner and
this applies to any decision on whether to introduce a Charter, and its contents. In
this regard it is striking that there is simply no assessment of either the fairness or
proportionality of introducing a mandatory Charter, especially one as prescriptive

and detailed as is proposed.

20. eir considers ComReg’s first starting point should be to fully assess if a Charter is
objectively required, and to determine what additional information is objectively
necessary, if any, to provide to consumers, and to fully assess the proportionality of
any measure. This includes assessing whether the measure proposed is the least
intrusive and burdensome means to achieve the necessary objective, and also
assess whether the negative impacts outweigh any benefits. Any assessment should
therefore determine whether providers already give consumers the necessary
quality of service information in an accessible format. The initial assessment should
consider whether existing alternative mechanisms/targeted measures, such as
dedicated phone lines for older consumers, are more effective and more
proportionate in ensuring consumer satisfaction. ComReg should re-consider its
approach and issue a fair consultation which carries out the required

proportionality assessment and without a pre-determined outcome. ComReg has

4Par a 1t. Hoo nosful t ati on.
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requirements that go beyond the norm in terms of sentences that must be included

customer Charter.

21.  eir is focused on ensuring transparency for consumers around how to contact us
and what they can expect from our customer service. eir is focused on the consumer
experience, since each consumer query and contact is unique. This means the levels
of consistency ComReg is trying to attain through overly specific Charter proposals
is not possible, and will mean consumers are not clear on what quality of service to
expect. Instead, eir considers that there are more important factors that contribute
to quality of service standards in consumer care such as choice of contact channel,
readily available customer information via sehﬂnelp 24 hour channels, first call
resolution, and clear accurate communications, rather than speed of answer. These

are not reflected in the proposed Charter.

22.  eir notes further that Article 101 of the Code stipulates that the endn.user protections
set out in Articles 102n15 of the Code, are meant to be a maximum harmonisation
measure, stating that “Member States shall not maintain or introduce in their
national law end-user protection provisions diverging from Article 102-115, including
more, or less, stringent provisions to ensure a different level of protection.” eir
notes that several of the proposed Charter provisions mandate the publication by
operators of information in their customer Charter in relation to e.g. switching, and
compensation, where obligations already exist pursuant to Article 102, to provide
this information in their consumer contracts. It is not clear how imposing such
additional, more prescriptive information requirements relating to issues already
covered by Article 102, complies with the stipulation in Article 101 not to set different
levels of protection for matters covered by Article 102. eir further notes that the
quality of service parameters now proposed by ComReg are not those set out in
Article 104 (in conjunction with Annex X] of the Code. They also differ from those set
out in the BEREC Guidelines even though Article 104 states NRAs should take ‘utmost
account of’ these BEREC Guidelines. Again, eir queries how this divergent approach
by ComReg is in keeping with its obligations further to Article 101 and the Code

overall, to maximise harmonisation of end user protections across the EU.

Notwithstanding our concerns that ComReg has failed to justify the imposition of Charter
obligations, eir offers the following comments on the detailed proposals. These comments
should not however be taken or presented as an endorsement of ComReg’s proposed

approach.
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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?

23.  eir agrees with ComReg’s proposal that any commitments in the Charter should be
set by providers, if a Charter is to be implemented. This should ensure that any
commitments are practical and attainable. eir notes ComReg’s intention in
paragraph 4.3 that, “[b]y allowing providers to set commitments that are tailored to
their individual business operations, this option would minimise regulatory burden

and cost of implementation.”

24.  However, it does not appear that a providerned approach that is tailored to
individual business operations will be fulfilled in reality due to:
1 the specified nature of ComReg’s requirements,
the outdated commitments ComReg specify, and

the short length of time provided to review provider commitments.

25.  The specificity of the sentences proposed by ComReg mean that the providerned
approach is very limited. In reality, ComReg’s proposal means that providers can
only select the number that goes into a specified sentence, using a specified
measurement unit. eir does not agree that the parameters are set at a highnevel
when they are prescribed according to measurement units. Instead, ComReg should
consider prescribing simply the area that providers have to give information on like
average call times. eir notes that in the contract summary template, required under
legislation, providers do not have to fulfil specified sentences.

26. ComReg should have consulted with industry prior to designing the template to

ensure real collaboration with industry and genuine providerﬁet commitments. In

particular, ComReg does not have the experience and expertise that industry has, in
designing communications for consumers. eir further notes that Article 104 of the

Code specifies that published quality of service measures are to be ‘usernriendlg’

and ‘reliable’. eir does not consider, in light of the multiplicity of issues identified in

this response to consultation, that the proposed information would be either user-
friendly or reliable. In that regard, eir notes that BEREC has stated that ‘the
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27.

28.

29.

“reliable” element means that information should be correct and cannot be
misleading for end-users. Information shall comply with standards and
measurement methodology indicated by NRAs in coordination with other competent
authorities, preferably using certified mechanisms if such mechanisms have been
introduced in a given Member State.® eir considers that ComReg must start again
and engage with industry on the template if it is to introduce a customer Charter

through a series of industry workshops.

eir considers that ComReg has included outdated commitments that overlook the
increasingly important role of automated solutions in customer care, which
providers such as eir have introduced to better serve our consumers.® As technology
becomes more sophisticated, simple queries will increasingly be fully addressed by
automated solutions, leaving more complex queries that require more time to be
addressed by agents. There are also benefits for consumers that want seamless,
easy solutions to their queries. Yet, the Charter as proposed does not reflect this
development or allow providers to communicate to consumers the benefits of such
automated processes in the wiigmimm As ComReg has not proposed a way to update
or amend the template in future, it appears that providers will be stuck providing
information on outdated consumer solutions. It is disappointing that ComReg has
decided to impose measures without first drawing on the depth of industry

experience on current and evolving customer experience practices.

ComReg has provided for a short period of time for assessment of Charter
adequacy, which eir does not consider is long enough to fully assess the adequacy
of the proposals. ComReg has proposed to start the assessment of Charter
adequacy in early 2024, which would mean that only one Charter and one set of

reporting to ComReg would be used as part of the assessment of the adequacy of

dininieir cannot understand how an accurate assessment can be made of the
effectiveness of provider set commitments in this short time period or meet the aim

to encourage providers to compete on Charter commitments.

ComReg has also proposed completely unrealistic requirement in paragraph 8.118 of
the RIA, that performance against Charters would be audited for the first quarter
that Charters are effective (Q4 2023). The proposed timelines to create a Charter,
report on a Charter and arrange an audit are not feasible and reflect ComReg’s

lack of practical consideration in general about Charter requirements. The proposed

SBEREC Guidelines detailing Quality

https:// www. ber ec . e4categmias/berac/feguiatorglmest-u me n t

practices/quidelines/berec-guidelines-detailing-quality-of-service-parameters-0 ©
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Ser vi
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“reliable” element means that information should be correct and cannot be

misleading for end-users. Information shall comply with standards and
https:// www.irishtimes. cbwmfitheachhibdinpg-gv 2023/ 0
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30.

31.

“reliable” element means that information should be correct and cannot be
misleading for end-users. Information shall comply with standards and
ComReg has not incorporated into its costr&)enefit analysis.

In addition, ComReg does not clarify how Charters will be assessed for adequacy in
phase 2. eir notes that in paragraph 4.8 ComReg states it will use provider reporting
as one input into an assessment. However, ComReg does not specify the other
inputs into adequacy assessment. Given the scale of the impact of the Charter on
industry, and the increased impact if minimum quality of standards were to be
introduced if Charters were deemed inadequate, ComReg needs to clarify fully how

the provider-set Charter will be assessed for adequacy.

eir expects ComReg will ensure that it fully considers provider-set commitments
before seeking to require minimum quality of service standards. Any assessment of
adequacy should be conducted after at least a year, so that any issues or benefits

of provider led proposals can be fully assessed.
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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?

32.  eir considers that all providers should have to publish a customer Charter regardless
of their market share if the aim of the Charter is to assist consumers. eir notes in
paragraph 3.22 that ComReg specifies two policy objectives for a Charter, firstly
“Creating transparency around the level of customer service providers offer”, and

“Driving improvements in overall customer service levels”.

33.  air objects to ComReg’s statement in section 8.4.3 of the RIA that excluding
providers with less than 0.5% market share would reduce the regulatory burden on
industry. eir considers that instead ComReg should reduce the regulatory burden of
its proposals by fully evaluating the need for a kg and if a Charter is required,
then recommend information specifications that are not burdensome and do not
limit providers.

3% eir considers that the exemption of providers with less than 0.5% market share is

baseless and the relevance of the 0.5% cut-off is not clear. ComReg has not

investigated whether there is a difference in the burden for smaller providers to
publish a Charter compared to providers with a larger market share. Instead,

ComReg makes an assumption about the perceived difference in burden and the

avoidance of this difference in section 8.4.3, “However, to the extent that a

regulatory burden with Charter requirements could result in undesirable competitive

or other unintended consequences, such as barriers to entry, a threshold would
possibly help to avoid such a risk, if any.”

35. Consequently, eir considers that all providers should have to provide a Charter if

required by ComReg, to ensure that the objectives of informing consumers is

genuine and achieved. In addition, the information if required and any differences in
requirements among providers should be grounded in evidence not assumption.

36. eir notes that similar requirements regarding Complaints Handling Code of Practice
apply to all undertakings providing electronic communications networks (ECN) or
services (ECS) under ComReg Decision DO4/17. eir considers based on this principle,

any Charter if introduced should also apply to all undertakings.
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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
address all consumers, microenterprises, small enterprises and not-for-profit

organisations?

37.  eir does not agree with the proposal that one Charter would address all consumers,
microenterprises, small enterprises and notnor—profit organisations for the following

reasons:

i For some business customers, it is not possible to publish the required
information due to prenéxisting contractual obligations, including confidentiality
and commercial sensitivities that are usually part of a tender process. There is
also a question of the impact on competition law of compelling operators to
publish terms commercially negotiated with business customers, so that they are

available to view by competing operators.

1 eir provides different levels of service to different groups of business customers
tailored to their needs; it is not possible to provide the required information
across business customers or to provide separate information would make the

document too long.

1 Combining information related to different sets of customers in one place will
confuse customers and result in a lengthy document that customers will not

read.

1 Itis also not clear if ComReg expects one Charter for each regulated company
which would mean that subﬁarands, such as GoMo, would require their own

chapter in the corporate i

it

eir does not consider feasible the proposal to include this information for
38. microenterprises and small enterprises as there is a different approach to customer
service across our business customers. eir uses a combination of service desk and
account managers to deal with some business and notnornbrofit customers. It is not
possible to disclose any information about managed accounts as these are
determined by competitive tenders and subject to contractual agreements. eir evo
works to customer contractual obligations resulting in service levels and KPls
differing depending on business needs, which are commercially negotiated and
subject to contractual confidentiality provisions. Specific points required by

ComReg such as resolution times can depend on monitoring methods, which is too
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complicated to explain to consumers in one document, especially in combination

with the rest of the required information.

39.  eir notes that in paragraph 6.8 ComReg recognise that “[cJommitments can differ
between groups of Relevant Customers,” and that providers shall clearly articulate
the different commitments. However, eir does not think this is possible to do in a
clear and coherent manner in a single document that is accessible to the reader. To
explain these differences would require a lot of text leading to consumer overload
and confusion, defeating the proposed purpose of the document. Individual
microenterprises and small enterprises requirements regarding bespoke service
levels are often agreed as part of a tender process and are covered under
confidential and binding contracts. Therefore, information on average call times and
quality of service standards provided to business customers is bespoke as specified

by the customers, and already full transparent.

40.  Although the EECC Regulations define notﬁornbroﬁt as a separate group of end-
users, eir does not consider it necessary to apply this distinction in all
circumstances. The proposed approach does not consider the customer service
structure of providers and is just listing groups of consumers without an explanation.
For instance, eir notnor—proﬁt customers are generally account managed and have
bespoke SlAs, depending on their size in the same way as any other business

customers.

4. eir also considers that the EECC definitions for the customer cohorts, small
enterprise, and micro enterprise do not align to the size of the Irish market.

42. &ir notes that other industries that have Charter requirements apply these in a

different, more logical way. For instance, the CRU does not require a single

document Charter for household and nonnmusehold customers, this is an option.

eir considers this is probably due to the impracticalities outlined above, and cannot

understand why ComReg considers operational requirements for business

customers would be different in the telecoms sector.

"CRIEIl ectanGaSwpplHaenrdci?®X3
https://www.cru.ie/publications/ 27207/
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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?

43. If a Charter is to be required, eir considers ComReg needs to review the level of
information it has proposed to include. eir considers that the level of information,
both general and specific for a range of consumers, will overload consumers and
deter them from reading the document, leading to inertia and defeating the purpose
of the Charter.

4.  eir disagrees with the proposal by ComReg that any Charter introduced will act as
a “one stop shop” overcoming challenges around navigating websites as stated in
option 1. Including information for all consumers will lead to onerous explanations of
differences for consumer groups, leading to consumer confusion and overload. In
addition, this approach overlooks the dedicated sections on eir’s website that cater

to different consumer groups allowing them to access relevant information easily.

45.  eir agrees with the concept of providing general information if a Charter is to be
required, and the space for providers to include any other relevant information
under each section. However, eir does not consider the general information
requirements as in fact general, as ComReg has provided for specific points to be
included as general information.

46. i acknowledges that ComReg may require providers to set minimum quality of

service standards under section 37 of the 2023 Act but rejects the specific

statements that ComReg has proposed under the headings. It notes that any
obligations imposed on operators must not contravene the provisions of the Code,
and must comply with ComReg’s obligations to act fairly, in an objective and
proportionate manner. The commitments that ComReg proposes and the phrasing
are very restrictive and cannot be applied across consumer groups as proposed or

used by different ECS providers.

L47.

eir considers that averages must be the starting point for specific commitments, with
explanation in any required sentences that these are commitments on average and
there are some circumstances over which providers have no control over service
such as during storms (and other force majeure events). ComReg is proposing to

mislead consumers by specifying that such caveats should not be included. BEREC
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in its quality of service guidelines recognises the importance of quality of service
information but that ®it is becoming increasingly more complex to manage,
measure,” as, “quality can be impacted by many factors at the network level and
along the value chain, including the device, hardware, infrastructure, service and
applications.” ComReg has not taken account of this complexity by overlooking the
merit of using averages or caveats.! (See also eir’'s comments below in relation to
BEREC’s Guidelines on quality of service parameters, and the use of averages).
Bearing in mind ComReg’s obligations to take utmost account of BEREC Guidelines,
to the extent that the quality of service parameters recommended in those
guidelines are based on the use of averages and percentages, it is not clear how

ComReg can then mandate that operators may not use such an approach.

48. eir is of the view that ComReg is not using standard industry practice in call centre
reporting, and attempting to apply an impossible standard regarding call-
answering times on providers, which is not feasible. Averages are typically used to
convey call answer times in commercial call centres. In fact, call centre industry
standard practice regarding KPIs and SLAs is that averages are used at all times,
and that exceptional caveats are made clear. This is because it is not feasible for a
call centre business to contract for metrics which do not allow for reasonable
exceptions and average call times. It is widely accepted that without the use of
averages in industry call centre metrics and KPls, call centre costs would increase
exponentially. In order to meet the proposed ComReg requirement, extra staff would
have to be hired to account for “justnn—cose” scenarios, which could be avoided
through the use of averages. The extra cost of hiring these staff will ultimately need

to be passed on to consumers.

49. eiris puzzled that ComReg does not advocate for the use of averages and caveats
so that consumers are not misled, particularly when referring to call answer times.
This includes the use of words like “aims” to incorporate caveats, including when
describing call answering times, such as ComReg does in its Charter, as well as
other public sector bodies in their customer Charters, “Our Consumer Line aims to
answer 80% of all calls within an average of 20 seconds during normal office hours
{9.00am-5.30pm, Monday to Friday).”*?

50. It is also not possible to provide specific commitments or information for all

consumers, such as business customers that have managed accounts subject to

S8BEREC Guidelines detailing Quality of Servi
https:// www. ber ec. e-4crad peag.oeru /eesn/ /bdeloreescimernetg ul at ¢
practices/ gugudied éedétsaiplemodsteyr vpiacrea medt®er s
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in its quality of service guidelines recognises the importance of quality of service
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51.

b2.

in its quality of service guidelines recognises the importance of quality of service

other consumers as to what information is relevant to them.

In addition, eir considers that ComReg should focus on ensuring that consumer’s
experience of services is good, for example first call resolution, rather than whether
or not providers have met timing targets to answer a call. Consumer issues or events
like outages are not uniform and may require a different approach such as longer
investigations of issues, meaning providers would not meet their timing targets for
response. This further illustrates the difficulty of setting a realistic single target for
many of the categories as is proposed by ComReg, because of the very wide variety
of issues they cover, some of which may take longer than others. Yet taking a
different approach to resolving issues provides the solution best for a customer at a
particular time and empowers them to make that decision. Options like consumers
requesting callnaacks can enhance consumer experience more so than someone

answering their call quicker than a competitor.

eir notes that providers can choose not to give specific commitments but this must
be stated. However, eir considers there are issues with this requirement as follows:

1 Requiring providers to tell consumers they do not provide specific
commitments can mislead consumers that they are missing out on a service,
when alternative contact avenues may resolve their problem in a better way.

1 Also, other providers may take longer to resolve issues even if they claim to
answer calls faster.

1 Every customer is different, and different elements are more important to some
customers. For instance, a provider may not wish to commit to specific call
times and would have to state this. A consumer may then believe they are not
providing as good a service as an alternative provider offering to answer a call
in 60 seconds. However, a consumer could find that the answer to their
question could be more easily resolved through readily available information

on provider websites or web form/chat options.

eir considers it is more important to be fully transparent with the customer and give
them accurate upnon:lc:te information regarding each contact at the time the customer
is contacting us rather than specify a time for one particular contact channel.
Therefore eir does not agree that providers should have to declare that they do not
offer specific commitments and notes it is not required under section 37 of the 2023 Act

as the word “may” is used.

Ac rYIME M=



b3.

bl.

55,

In addition, if averages are not used for call answer times, commitments made by
providers in a Charter would need to be longer than average to allow tail end of call
answering average curve, otherwise required staffing levels would be grossly
inefficient. This would mean the commitment would reflect answering times that are
worse than the actual average consumer experience. In fact, eir considers that
ComReg needs to reflect on the treatment of anomalies resulting from force majeure
events in reporting, to ensure a consistent approach is taken across industry in

conjunction with the use of average call times.

eir notes and agrees that the requirements are only applicable where the service is
offered, meaning if a provider does not offer that service, they do not have to state

a quality of service parameter related to it this.

eir considers that it is not possible tc guarantee the specific commitments that
ComReg has proposed. Instead, consistency and comparability for consumers can
be achieved through guiding providers using headings and general pointers for

information that should be included, as done so in the contract summary template.
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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?

56.  eir does not object in principle to the use of a template if a Charter is to be
introduced. A highnevel template should encourage consistency between providers

ina nonnestrictive manner.

57.  However, as highlighted above, the proposed template has not been developed in a
way that includes inputs from consumers or providers. There has been no consumer
testing of this template so eir is reluctant to support a template that has not been
proven effective in communicating to consumers. ComReg has also included

provisions in the template that it has not required under the proposed decision.

58. eir is unclear on why the template refers to the “name of services™ in the top left
corner. ComReg does not indicate that a different Charter is required for each
service so it is not clear why this information is necessary. eir disagrees with a

requirement to name a service as:

9 It would cause extensive consumer confusion and overload, as well as onerous
regulatory burden on industry if ComReg requires a different section in the
Charter for each service multiplied by the number of different customer groups
/ subnyrcmds. Consumers will also be confused if legacy plans are included, and
there could be a wide range of services to create a Charter for depending on
what bundled or multin)roduct bundled product plans the consumer is on.

It will also increase reporting and compliance costs with no additional benefit

for customers.

eir considers that a Charter template should include a sentence that makes it clear
59. to consumers that the information applies only to the time period specified and is
subject to change, if providers decide to make changes. ComReg has not included
this information, the absence of which may mislead and confuse consumers. eir is
also unclear on how monthly commitments would be communicated to consumers in

the template.
eir also disagrees with the inclusion of information related to compensation. The
decision (if any) to award compensation, separate to what may be prescribed

60. pursuant to section 39 of the 2023 Act, will be based on various factors that may be
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