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1 Consultation 23/14  

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

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

proposals in relation to implementing a Charter by providers. 

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

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

keep updated a Charter.  

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

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

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

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

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

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

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

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

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

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

Standards information is included in a Charter. 

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

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

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

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

enterprises and not-for-profit organisations (ñRelevant Customersò). 

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

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

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

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

customer service an individual customer can expect to receive. 

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

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

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

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

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

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

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

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

Consultation 23/14.  

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

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

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

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

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

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

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

on request. 

¶ Measuring and reporting on performance against commitments offered: Relevant 

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

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

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

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

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

performance report. 

1.1 Submissions to Consultation 23/14  

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

1) ALTO  

2) Competition and Consumer Protection Commission  

3) Chambers Ireland  

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

5) Imagine  

6) Magnet  

7) National Disability Authority  

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

9) Sky Ireland  

10) Tesco Mobile  

11) Three  

12) Verizon Ireland  

13) Virgin Media  

14) Vodafone  

15) Wiggin LLP  
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2 ALTO (Alternative Operators in the 

Communications Market)  
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ÂċŊĲШΦШŸŉШΞΤΞ  

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

Customer Charter ï Ref: 23/14. 

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

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

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

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

 

9ŸůůĲŰƣƚ 
 
 

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

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

 
While ALTO is broadly supportive of ComRegôs proposal to extend the benefits of a 

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

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

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

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

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

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

Charter. This request is based on ComRegôs own rationale concerning bargaining 

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

bargaining power than consumers and should be excepted from Charter 

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

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

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

ComReg. 

 
ALTO notes that ComRegôs Consultation paper appears to make assumptions on 

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

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

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

standard approach to Customer Charters may not be consistent with the 

ability of wholesale operators to meet those customer standards deemed 

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

wholesale operators facilitating retail operators on a bespoke or 

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

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

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

Charters, particularly where new and innovative offerings are placed on 

the market, or where various technological solutions are deployed in 

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

customers being serviced in a location requiring differing technological 

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

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

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

Charter requirements that are either inflexible or unduly burdensome, 

and we note that this is not ComRegôs intention.  

ALTO     12 May 2023 
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3 Competition and Consumer 

Protection Commission (CCPC)  
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Introduction 
 

The Competition and Consumer Protection Commission (óCCPCô) 

welcomes the opportunity to respond to the Commission for 

Communications Regulation (óComRegô) consultation on its proposals for 

implementing a Customer Charter (óthe Charterô). The CCPC has a statutory 

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

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

impact on consumer protection and welfare, or competition and the CCPCôs 

submission reflects this mandate. 

The CCPC maintains a consumer helpline that provides information to 

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

traders (CCPCôs Consumer Helpline). The CCPCôs Consumer Helpline 

annually receives a significant number of contacts relating to electronic 

communications. Analysis of contacts to the CCPCôs Consumer Helpline 

shows that the electronic communications sector attracted the second 

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

three communications providers were among the top ten traders named 

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

they fell within its remit4. 

The CCPC agrees with the proposal that ComReg should introduce 

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

available interpersonal communications services (ICS) to prepare, publish 

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

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

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

receive when engaging with a service provider5. 

 

 

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

Contacts- Report-2021.pdf 

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

CCPC- Contacts-Report-August-2022.pdf 

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

Contacts- Report-Jan-Dec-2022.pdf 

4 Ibid. 

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

Reviewô, November 2022 ï states that these standards should be measurable and address a full 

range of customer services. Department of Finance óRetail Banking Reviewô. The CCPC notes the 

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

providers of retail banking services to set out customer charters. 

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

include any other customer service commitments they wish to make, 

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

other commitments in the Charter would align with ComRegôs intention for 

the Charter to be a óone stop shopô, with customers being able to find key 

information about a providerôs customer service in one place. It would also 

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

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

incentivised from offering those commitments because they cannot include 

them within the principal document which a customer is encouraged to 

consult to understand the providerôs customer service levels, 

i.e. the Charter. 

 
Forthcoming research conducted by the CCPC notes that over three 

quarters of consumers shopping around for broadband and mobile phone 

offers use information on the providersô websites to inform their choice6. 

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

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

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

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

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

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

prominently displayed on provider websites, which promotes competition on 

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

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

 

ÂƖŸƓŸƚĲĬ ċƓƓƖŸċĦő ƣŸ fůƓũĲůĲŰƣŔŰŊШ 9őċƖƣĲƖ 
Requirements 
 

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

would allow providers to determine Charter content that works with their 

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

providers on quality of service uniform, 

 
 
 

 

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

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

incentives on providers to compete on quality of service7. 

However, the CCPC recommends that ComReg should consider the 

introduction of at least one specified standard: whether customers should 

be provided with the possibility to request human intervention when they 

interact with the service provider through fully automated online interfaces8. 

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

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

importance. It is therefore particularly important to ensure continued access 

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

literacy9. 

The CCPC also recommends that ComReg should consider whether 

consumers who are vulnerable should have guaranteed access to a specific 

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

consumer protection measures in place for registered vulnerable customers, 

which include rules regarding how suppliers must treat, and communicate 

with, vulnerable customers11. Regulated financial services providers, who 

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

business processes to ensure that vulnerable consumers are not at 

increased risk of detriment or harm12. 

There are a number of vulnerability drivers specific to the electronic 

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

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

ComReg has specific support measures for 

 

 

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

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

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

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

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

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

2011/83/EU 

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

And Digital Literacy Strategyô 

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

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

óG20/OECD óHigh-Level Principles on Financial Consumer Protection 2022ô (oecd.org) The 

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

ómental or physical infirmity, age or 

credulityô. However, However, guidance from the European Commission provides that these 

characteristics are óindicative and non-exhaustiveô and that the concept ócovers also context-

dependent vulnerabilities 

11 CRU (2022) óElectricity and Gas Suppliers Handbookô 

12 Central Bank of Ireland (CBI) (2022) óConsumer Protection Code Review ï Discussion Paperô 

13 European Commission (2016) óConsumer Vulnerability across key markets in the European Unionô 

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

includes specific protection provisions for vulnerable consumers15. In 

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

should be reflected in the design and delivery of electronic communication 

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

such as their customer service policies. 

Therefore, it is important that ComReg consider whether standards in 

customer service for vulnerable consumers in the sector are needed to 

potentially mitigate the risk of those consumers experiencing detriment and 

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

the Charter should include a section outlining customer service 

commitments and policy provisions for vulnerable consumers, including the 

facility for customers with disabilities to register their requirements with their 

service providers16. 

Consumer Choice 

 
As acknowledged in the consultation paper, the proposed approach entails 

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

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

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

the customer service provided. 

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

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

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

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

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

standing market liberalisation and efforts to reduce switching costs, many 

consumers have never switched provider18. Furthermore, while competition 

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

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

providers19. 
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14 ComReg (2021) óSupport for Vulnerable, Elderly & Consumers with Disabilitiesô 

15 ComReg (2014) óCode of Practice ï Premium Rate Servicesô 

16 ComReg óService Provider Accessibility Requirementsô webpage 

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

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

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

intentions for telecoms services: evidence from Irelandô ESRI 

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

Irelandô ESRI 

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

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

óadequacy reviewô, in which ComReg will review whether the provider-set 

commitment approach meets the Charter objectives. This phase will be 

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

overall customer service levels in the sector is achieved evenly across 

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

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

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

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

level commitments. It should also consider whether consumers residing in 

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

customer service. 

Scope 

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

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

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

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

address the range of electronic communication services customers that all 

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

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

enterprises who benefit from a stronger bargaining power. 

ÂƖŸƓŸƚĲĬ ĦőċƖƣĲƖ ĦŸŰƣĲŰƣ ċŰĬ ŉŸƖů requirements 

Charter Form 

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

ComReg specified template in order to allow consumers to easily compare 

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

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

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

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

ComRegôs proposals that the Charter should be written in plain English, and 

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

guidelines. The CCPC also agrees that the 

 

20 Vickers, J. (2004) óEconomics for Consumer Policyô, in Proceedings of the British Academy (Vol. 

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

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

financial 

markets (fs-cp.org.uk) 

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

consumers need. This might help mitigate against óinformation overloadô, 

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

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

choose the best service provider for their needs. 

Charter Content 

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

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

following high-level comments: 

 

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

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

analysis of contacts to the CCPCôs Consumer Helpline in 2022 shows that 

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

consumer queries received relating to IAS and ICS providers. 

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

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

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

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

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

Charter. 

 
¶ It is noted that óSchedule 3: Customer Charter Data Dictionary and 

Reporting Templateô requires providers to measure certain commitments in 

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

measure their commitment to call answering times in seconds and postal 

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

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

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

the view that some customers might struggle to understand the 

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

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

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

difficult for some customers to understand a commitment to answer a 

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

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

easier to understand. The CCPC suggests that ComReg considers 

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

used in the Charter. 

 
¶ In the óHow you can contact usô section of the Charter, providers can choose 

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

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

ófollow up response timeô is defined in óSchedule 3: Customer Charter Data 

Dictionary and Reporting Templateô as óthe time elapsed between the 

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

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

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

instant the answer from the Relevant Service Provider has been provided 

to the Relevant Customer, measured in clock hoursô. 

 
Providers can choose to make a similar commitment in the óIf you 

think you have been billed incorrectlyô section, where a customer has 

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

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

time, defined in óSchedule 3: Customer Charter Data Dictionary and 

Reporting Templateô by reference to the time elapsed between the 

request23 from the customer and óthe answerô from the provider, 

measured in clock hours. 

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

and providers, could be offered by further defining what constitutes 

óthe answerô to be given by the provider and specifying the extent to 

which óthe answerô must finally resolve the customerôs issue, rather 

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

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

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

ES 202 057-1 clause 5.8.1ô. It is assumed that óanswerô in underline is intended to reference to 

órequestô. 
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response. The CCPC suggests that it could be instructive to consider 

the concepts of óComplaint Responseô and óComplaint Resolutionô in 

the Decision Instrument made by ComReg for the purposes of 

imposing minimum requirements to ensure access to and compliance 

with a uniform code of practice for complaints handling24. 

 
¶ As proposed, the óHow you can contact usô section of the Charter will include 

information about the channels of communication which the provider makes 

available to customers. Having regard to the potential for artificial 

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

CCPC suggests that ComReg consider requiring providers in the Charter to 

disclose whether customers using a channel of communication will be 

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

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

Parliament and of the Council laying down harmonised rules on artificial 

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

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

the view that it would further ComRegôs general objective for customers to 

be better informed about the customer service offerings of providers and 

offer some future proofing of the Charter. 

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

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

acknowledging the customerôs service connection request, confirming 

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

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

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

who choose to make the commitment 

 

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

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

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

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

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

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

taking into account 

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

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

INIT/en/pdf 

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

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

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

Mason Hayes Curran (mhc.ie) 

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

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

existing connection. As regards the initial appointment, the 

commitment requires only that the date for the initial appointment is 

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

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

be covered where there is no existing connection and because the 

timeframes for connecting these customers could depend on many 

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

made clearer in the prescribed wording for the commitment that 

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

appointment or for connecting new services to the network, where 

there is no existing connection at the property. 

 
¶ It is proposed that the óoutages and repairsô section of the Charter will 

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

provider and that providers may include órelevant information about 

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

that providers would have the option of offering prescribed specific 

commitments relating to individual customer-level issues with service but 

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

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

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

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

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

customer service provision relating to individual customer-level issues with 

service. Customer level service issues can materially impact a customerôs 

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

increasing numbers of people working remotely27, can also potentially 

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

 
The CCPC suggests that ComReg considers, at a minimum, 

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

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

 

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

working ómainly from homeô, with a further 13% ósometimesô working from home. CSO (2023) 

LFS_Presentation_Q4_2022_for_web.pptx (live.com) 

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

the issues. ComReg could additionally consider prescribing a specific 

commitment to acknowledge the customer-level service issue within 

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

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

 
While these suggested changes would not offer customers certainty 

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

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

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

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

specific commitment suggested it would also provide the customer 

with reassurance that the provider will keep them updated on 

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

comparison between different providers on how they deal with 

customer-level service issues. 

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

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

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

raise awareness amongst customers of the assistance which the website 

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

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

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

including from Regulation 90 of the European Union (Electronic 

Communications Code) Regulations 202230. 

EƻċũƨċƣŔŰŊ ċŰĬ ƖĲƓŸƖƣŔŰŊ ƓĲƖŉŸƖůċŰĦĲ ċŊċŔŰƚƣ ĦőċƖƣĲƖ 
commitments 
 

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

customers to be able to evaluate providersô performance and to be confident 

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

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

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

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

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

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

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

a link to the CCPCôs Money Tools 

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

(irishstatutebook.ie) 

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

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

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

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

ComReg. 

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

to ensure that they meet their commitments. Consumers and providers 

should be clear as to what they can expect if commitments arenôt met. The 

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

arise when a providerôs performance is deemed to be poor. The CCPC is 

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

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

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

measures against non- compliance31. 

 
The CCPC agrees that if the monitoring and reporting requirements placed 

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

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

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

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

considerations around provider evaluation and reporting, and on balance we 

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

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

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

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

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

being consistent with existing universal service reporting requirements. 

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

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

consultation paper that such audits be conducted annually. A requirement 

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

 
 

 

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

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

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

Collection Marketô 

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

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

observe any negative trends in customer service experiences closer to real 

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

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

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

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

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

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

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

customers that they can have confidence in the results. 

 

ÅĲŊƨũċƣŸƖǃ fůƓċĦƣ Assessment 
We welcome the detailed analysis conducted by ComReg in the Regulatory 

Impact Assessment accompanying this consultation. The assessment 

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

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

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

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

justification for each option chosen. 

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

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

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

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

consultation sections (óWhich providers the Charter will apply toô), we would 

encourage ComReg to fully consider the impact on potential new entrants 

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

for the Charter. 

ENDS 
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ĤŸƨƣ 9őċůĤĲƖƚ fƖĲũċŰĬ 
 

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

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

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

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

thriving local economies that can support sustainable cities and communities. 

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

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

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

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

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

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

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

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

and Infrastructure (SDG 9). 
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https://www.chambers.ie/policy/sustainable-development-goals/chambers-ireland-sdgs/


 

ÂċŊĲШΠΞШŸŉШΞΤΞ  

 

9őċůĤĲƖƚ fƖĲũċŰĬ ÂĲƖƚƓĲĦƣŔƻĲ 
 

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

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

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

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

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

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

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

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

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

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

its score drop by more than 11%. 

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

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

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

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

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

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

value chain and provide superior and transparent customer experience whilst driving 

business objectives. 

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

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

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

information surrounding customer service is easily available, comprehensible, and 

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

Ireland moves towards greater economic development and consecutively, 

experiences a greater dependence on Internet access and Interpersonal 

communication services. 

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

 

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

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

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

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

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

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

was little action that was taken to solve the issue. And as much as it is the providerôs 

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

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

customers are provided to customers. 

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

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

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

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

difficult to navigate specific pieces of information regarding customer service 

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

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

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

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

customer service customers can expect. 

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

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

and requirements. 

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

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

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

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

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

overall. 

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

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

 

 

2. Do you agree with the proposal that the Charter ƽŔũũШĦŸŰƣċŔŰШƓƖŸƻŔĬĲƖрƚĲƣ 

ĦŸůůŔƣůĲŰƣƚЯ ƽŔƣő 9ŸůÅĲŊ ƣŸ ůŸŰŔƣŸƖ ċŰĬ ĲƻċũƨċƣĲ ŔůƓũĲůĲŰƣċƣŔŸŰ Ÿŉ 

ƣőĲ 9őċƖƣĲƖ ƖĲƕƨŔƖĲůĲŰƣƚ ċŰĬ ƣőĲ ũĲƻĲũƚ Ÿŉ ĦƨƚƣŸůĲƖ ƚĲƖƻŔĦĲ ĦŸůůŔƣƣĲĬ ƣŸ 

ċŰĬ ŔůƓũĲůĲŰƣĲĬ Ĥǃ ƓƖŸƻŔĬĲƖƚШŉŸƖШƣőĲŔƖШċĬĲƕƨċĦǃШĤĲŉŸƖĲШĬĲĦŔĬŔŰŊШƽőĲƣőĲƖШ

ƣŸШ ƚĲĲťШ ƣŸШ ůŸƻĲШ ƣŸШ ƣőĲ ƚƓĲĦŔǯĦċƣŔŸŰ Ÿŉ ~ŔŰŔůƨů ÄƨċũŔƣǃШ Ÿŉ ÉĲƖƻŔĦĲ 

ÉƣċŰĬċƖĬƚЯШċŰĬоŸƖШƚĲĲťШƣŸ ƖĲƕƨŔƖĲШċŰǃ ~ŔŰŔůƨů ÄƨċũŔƣǃ Ÿŉ ÉĲƖƻŔĦĲ ÉƣċŰĬċƖĬƚ 

ŔŰŉŸƖůċƣŔŸŰ Ŕƚ ŔŰĦũƨĬĲĬ ŔŰ ċ 9őċƖƣĲƖе fŉ ǃĲƚЯ ƓũĲċƚĲ ĲǂƓũċŔŰ ƽőǃ ċŰĬЯ Ŕŉ ŰŸЯ 

ƓũĲċƚĲ ƓƖŸƻŔĬĲ ƚƓĲĦŔǯĦ ċũƣĲƖŰċƣŔƻĲ ƚƨŊŊĲƚƣŔŸŰƚЮ 

Chambers Ireland strongly disagrees with ComRegôs consideration of option 2 i.e., a Charter 

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

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

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

negligence on the providerôs part to honour their commitments or purposefully set low 

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

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

providerôs individual market experience. 

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

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

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

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

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

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

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

cost of implementation. 

 

 

3. ?Ÿ ǃŸƨ ċŊƖĲĲ ƽŔƣő ƣőĲ ƓƖŸƓŸƚċũ ƣőċƣ 9őċƖƣĲƖ ƖĲƕƨŔƖĲůĲŰƣƚ ƽŔũũ ċƓƓũǃ ƣŸ 

ƓƖŸƻŔĬĲƖƚ Ÿŉ f É ċŰĬоŸƖ ŰƨůĤĲƖрĤċƚĲĬ ŔŰƣĲƖƓĲƖƚŸŰċũ ĦŸůůƨŰŔĦċƣŔŸŰƚ ƚĲƖƻŔĦĲƚ 

ƽŔƣő ċ ůċƖťĲƣ ƚőċƖĲ Ÿŉ ΜЮΡӖ ŸƖ ŊƖĲċƣĲƖе fŉ ǃĲƚЯ ƓũĲċƚĲ ĲǂƓũċŔŰ ƽőǃ ċŰĬЯ Ŕŉ ŰŸЯ 

ƓũĲċƚĲ ƓƖŸƻŔĬĲ ƚƓĲĦŔǯĦ ċũƣĲƖŰċƣŔƻĲ ƚƨŊŊĲƚƣŔŸŰƚЮ 

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

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

96.3% of fixed broadband subscribers in Ireland, Chambers Ireland agrees with ComRegôs 

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

greater. 

 

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

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

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

suggestions. 

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

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

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

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

ComReg should ensure that if a certain aspects of a providerôs customer service differs between 

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

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

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

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

please provide specific alternative suggestions. 

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

would contain a providerôs specific commitment as to the level of customer service an individual 

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

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

ensure maximum compliance and make it easier for the providerôs performance to be measured 

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

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

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

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

óaverageô service level commitments across a providerôs customer base. 

 

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

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

provide specific alternative suggestions. 

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

the customers to see. 

 

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

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

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

suggestions. 

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

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

 

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

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

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

We agree with ComRegôs choice of option 2 where notification to customers regarding the 

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

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

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

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

charter and its accessibility. 

 

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

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

please provide specific alternative suggestions. 

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

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

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

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

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

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

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

sanctioned. 

 

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

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

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

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

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

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

 

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

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

specific alternative suggestions. 



 

ÂċŊĲШΡΝШŸŉШΞΤΞ  

 

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

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

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

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

 

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

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

provide specific alternative suggestions. 

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

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

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

included in the Charter so that customers are aware. 

 

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

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

please provide specific alternative suggestions. 

We agree with ComRegôs proposal that providers commit to making information generally 

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

services. This is a common practice in various countries. 

 

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

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

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

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

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

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

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

customers losing their numbers when switching mobile providers. 

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

explain and provide specific suggestions. 

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

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

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

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

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

We agree with ComRegôs choice of option 3 where an ongoing evaluation is carried 

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

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

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

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

arrange for a report to be audited once a year is suitable and adequate. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

ÂċŊĲШΡΠШŸŉШΞΤΞ  

5 Eir  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

ÂċŊĲШΡΡШŸŉШΞΤΞ  

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

: 



 

ÂċŊĲШΡΣШŸŉШΞΤΞ  

 
 

 
 

 

 

 

 

 

 

 
 

 

 

 



 

ÂċŊĲШΡΤШŸŉШΞΤΞ  

 

 
 

¶ 

¶ 

¶ 

¶ 

¶ 

¶ 



 

ÂċŊĲШΡΥШŸŉШΞΤΞ  

 

¶ 

¶ 

¶ 



 

ÂċŊĲШΡΦШŸŉШΞΤΞ  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 
 

¶ 

¶ 

¶ 



 

ÂċŊĲШΣΜШŸŉШΞΤΞ  

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1 CXi Ireland Customer Experience Report 2022 - 
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https://thecxcompany.com/wp- 

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

PDF-Version-FA.pdf 

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


 

ÂċŊĲШΣΞШŸŉШΞΤΞ  

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

 

2 Customers were asked about the extent to which they were satisfied that the 
service they signed up to had met their expectations and needs, the mean score was 
7.9 out of 10 for mobile phone service and 7.71 out of 10 for home broadband 

¶ 

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

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

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

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

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

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

https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
https://www.comreg.ie/media/2016/03/Customer-Charter-ComReg_2017_Final.pdf
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