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Enquiry reference number:
(Office use only)

Communications & Internet Services Adjudication Scheme

Application form

2013 edition
(For applications made on or after 1% November 2013)

Please fill in this form in BLOCK CAPITALS and return it to us. If you prefer, you can apply online at
www.cisas.org.uk. You should read our ‘Information for customers’ guide before sending the form back to

us.

1 Your details (the customer)

Name:

Address and postcode:

Phone:
E-mail:

Account number:

If you have a representative acting for you, please give their details below.

Name:

Address and postcode:

Phone:

E-mail:

If you provide e-mail addresses we will normally send you information by e-mail only.

2 Name of the company you are complaining about

Name:

When your complaint had not been dealt with to your satisfaction after eight weeks, did the company write
to you to tell you that you could apply to the CISAS scheme?

(Circle one) YES /NO

If you have circled 'YES', please send us a copy of their letter.

5 What do you want the company to do? (Tick all the boxes that apply.)

Give you an apology |:|

Give you a product or service |:| Please specify.

Take some action [J Please specify.

Do something about your bill D Please specify.

Give you money [] How much? (Up to £10,000)

Please provide a breakdown and reasons for the sum claimed (e.g. stress and inconvenience, refund,
customer service etc.). You must provide evidence to justify the amount claimed.

6 Declaration

| understand and accept all of the conditions contained in the ‘Information for customers’ guide.

Your signature: Date:
(the customer)

Your
representative’s Date:
signature

(if applicable):

Now send this form, and any documents to support your complaint, to:

CISAS, 70 Fleet Street, London, EC4Y 1EU
Fax: 020 7520 3829

E-mail: info@cisas.org.uk
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Independence
Integrity
Impartiality

Communications & Internet Services Adjudication Scheme

Issue 20 . 1
March 2014 Case Studies
Abbreviations: Some abbreviations commonly used by communication and internet companies.
e sy ACH Account Holder.
AFM Access Field Manager.
AHC Account Holder Called.
BBVAS Broadband Value Added Services.
Booked T/C Booked Appointment (to fix a fault).
CAF Connect A Friend.

Cannot locate payment  Customer says they have made a payment but it is not showing on the
company's account record.

CANX Cancelled.

cccs Complaints Database.

CLD Called.

CMC/CsC Customer Service.

COMS Customer Operations Manager.

CVP Customer Verification Password.

DHS Digital Home Support.

Disco Disconnection.

DPA Data Protection Act.

EDC / EDF Early Disconnection Charges / Early Disconnection Fees.

F.BE.B.UNRESOLVED Freezing, Blocking, Blanking (picture fault not resolved, moved to next

STAGED TO... part of the process for investigation).

FMC / FMR Faults Management Centre (telephone / television faults).

HOD Head Of Department.

VR Internal Voice Routing.

MDU Multi Dwelling Unit (block of flats).

MH Media Hub.

MSH Media Super Hub.

NEBI informed No Body In (no one home when a technician visited customer for an
appointment, technician informed the company to update its records).

NPD Non Pay Disconnection (restriction of service).

PPV Fay Per View.

PT Principle Technician.

QSAC Quick Start Activation Centre.

RS Complaints Resolution Specialist (dealing with complaints).

SACM Stand Alone Cable Modem.

SME Subject Matter Experts.

STB Set Top Box.

sue Customer.

T/C Confirmed Appointment Confirmed (to fix a fault).

™ Team Manager.

TOR Transfer of Responsibility.

TSC Technical Support Centre (broadband faults).

VoD Video On Demand.

WP Work In Progress.

Within SLA (Action has been completed) Within Service Level Agreement.

! Cases can be referrad to by giving the case study edition number followed by the case number. For example, 20:01 is a referance to adition 20 of the Case
Studies, Case 01. The Case Studies are summarias of cases they are not the full case. Thay are merely a guide rather than a precadent. In 2ach casa there
are circumstances which are particular to that case, which have been considered and have lead to a particular Decision being made by the Adjudicator.

The communication and internet service provider is referred to as, ‘the company'.

Case 01

Compensation in
exceptional
circumstances
although none claimed

Case 02

SIM cards mix up

Compensation In exceptional circumstances although none claimed

The customer tried to send an email to the company that he was transferring his broadband and
phone service to another provider but the company's system would not recognise his email
address. He also had problems phoning the company as its menus reguired him to submit a 9
digit account number but he had an & digit account number that the company's system did
recognise. The customer gave up frying to contact the company, relied on his new provider to
make the transfer and received a text from the company acknowledging that he was moving. The
customer complained that he had then been pestered by the company to pay arrears but how
they had accrued was not explained to him, the company insisted its TV box be returned although
the customer had not had a TV contract and every time he spoke to the company's
representatives he had to constantly repeat what had happened. The company’s position was that
all its customers were required to give 30 days’ notice to cancel their services, a third party (such

as anew provider) could not request disconnection of the company’s customer account.

The Adjudicator found that the terms and conditions of the service agreement meant that
the customer had to give the company 30 days notice to cancel its services although the
new provider had advised the customer they would cancel all his services. However the
company was required to give a reasonable level of customer service in assisting its
customers, this it did not do throughout the dispute. The customer had not claimed
compensation. However the circumstances were exceptional and the customer was

awarded £100.00 compensation for the company’s poor level of customer service.

SIM cards mix up

The customer, a pensioner, complained to the company many times about unusual amounts
added to her bill for unwanted emails and maps received on a new tablet. The company replaced
the tablet but the customer could not make the SIM card slot on the new tablet work properly. The
company thought that the customer may have mixed up the tablet's SIM card (for mobile
broadband without inclusive texts and calls) with other mobile phone SIM cards she had and had
used the wrong SIM card in the wrong device, As the customer refused to pay the £1,000.00 plus
outstanding bills, the company passed them to debt collectors explaining that the itemised bills for
text messages, photo messages and phone calls were accurate and had been produced from

information via the customer's tablet SIM card.

The Adjudicator found that not enly were issues about faulty equipment out of scope of
CISAS but also the customer had provided insufficient evidence that the new tablet was
faulty. It was the responsibility of the customer how she used her SIM cards. The bills were
a correct reflection of what services the customer used and she was responsible for
paying them. She chose not to pay them and consequently the company could take action
to recover the amount due to it. However during the course of the CISAS adjudication the
customer recelved a letter from the company's debt collectors threatening legal
proceedings If the disputed amount was not paid within 7 days. The Adjudicator found that




