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1. [bookmark: _Hlk68518810][bookmark: _Hlk68522925]Introduction  

This report proposes to discuss 3 current broadband services provided by Sky Broadband, TalkTalk and Virgin Media and investigate whether their quality of Customer Relationship Management systems is aligned with ethical and sustainable policies. 

1.1 What is Broadband?
Broadband is a service that enables reliable, high speed transfer of data, voice, and video over the internet. Broadband connectivity helps provide ICT resources available, affordable, and reliable for individuals and businesses globally. 

1.2 What is Customer Relationship Management System?
A CRM system is a business process which incorporates people, technology, and processes. It helps by enabling organisations to help build sustainable relationships with their customers. CRM system has the potential for achieving success and growth. 

Broadband services are no longer considered a luxury but now just as important as electricity and water and is seen as a cornerstone to Economic Growth. Consumers have the right to expect broadband suppliers to be transparent. With the COVID climate, ethics and sustainability will be predominant in customer services. In the UK (Johnson, 2021) 96% of households have internet access, surge in traffic has increased due to working from home. Broadband companies must take into consideration consumer income and how to best manage their customers within this climate.  As companies have had to temporarily reduce manpower for safe social distancing. 







	 	
2. What is ethics and how do Broadband companies Sky, TalkTalk and Virgin Media ethical policies impact the customer experience? 

2.1 What is ethics?
Ethics (Kumar and Baker, 2021) is defined as a system of moral value and principles by which individuals conduct themselves, personally, socially, and professionally. Ethics (Vanclay, Baines and Taylor, 2013) is a normative function which assists individuals in making decisions from a moral stance, in what they should do. In a professional environment it can be defined in the form of a written document defining acceptable conduct for individuals working in a organization. 

2.2 SKY Broadband 
Sky Broadband was founded in 2006 (parent company – Comcost) is a service offered by Sky. Sky’s company’s reputation has been built on their core values of Integrity and Respect, guided by their entrepreneurial ship acting with integrity, respect for one another and giving back into their communities. Their code of conduct (Appendix 1) demonstrates what their goals are, how they are being met. 

“Communicate Responsibly”
In this current COVID climate, ethics will play a key role in how Sky broadband conduct themselves with customers who are affected by this. Sky Broadband (Sky Help, 2021) have currently suspended their participation in Ofcom’s Voluntary Code of Practice, which are guidelines to make sure consumers are given the most accurate information about broadband, with constant changes in demands, Sky are unable to As COVID has affected all businesses in how they now conduct their business, due to shortages of staff, stay at home policy, social distancing etc. Sky is no different. 
In 2019 Sky had approximately 6200000 broadband (Appendix 2) users. 
Consumers who are hard hit with household income, require help in this climate.   Sky have lifted the cap on all fixed line broadband services (U. S., 2021) to help their consumers who are vulnerable. 
Sky is promoting Minion-Proof WiFi (Sky.com, 2021). When you compare the broadband services on offer, it straight away shows discrepancy in their advertising (Appendix 3), The “Essential package” does not guarantee speed, download speed is 11Mb/s, upload speed 1Mb/s, whereas “Superfast” guarantees speed, download speed is 59Mb/s, upload speed 16Mb/s but the difference of the cost of the packages is £1. Consumers will automatically choose the Superfast package, but the question it begs to offer is if the Essential Package should even be comparative, misleading consumers into thinking that they will be on a a better deal when really Superfast and Ultrafast are really the main packages to choose from. So, are Sky really transparent in their products?  
Sky’s blatant misdirection of advert is not necessary at all. There is no reason to include Essential Broadband package. As a consumer my initial reaction was well if they can afford to sell a better bundle with only £1 extra then Sky can afford it, so is it *really a great deal?”, is the essential Broadband actually even a contender as a package? Everyone likes a deal, but these packages are not deals but Sky’s affordable selling price. 

“Treat People Fairly and with Respect”
Sky Broadband have signed up to Ofcom’s new “Fairness for Customer Commitments”. This is a framework which (Ofcom, 2021) incorporates set questions and factors for companies to take into consideration when providing products and customer services to their consumers. 
Broadband Traffic management (Broadband.co.uk, 2021) are controls that ensure that a guaranteed stable broadband connection is available for all consumers. It applies speed limits to heaviest users at peak times to prevent slowing down of other users. 
In January 2021, Sky broadband (Express, 2021) crashed due to excessive traffic, Sky responded “We are aware of an issue in this area. I’m very sorry for any inconvenience caused. I’d be unable to provide a time frame for when this will be resolved but please be assured our teams are working hard to fix this ASAP.” Sky responded by “acknowledging the problem, apologising, as they were not sure when they are able to fix the issue”, this provides transparency. Broadband failure is a real time problem, and Sky dealt with the problem systematically and the issue was fixed within hours. 





2.3 Talk Talk 

TalkTalk code of practice (Appendix 4) 

Talktalk have signed up to the “commitment to treat customers with kindness and compassion” 

“TalkTalk Accessibility and Vulnerable Customer Policy”

TalkTalk provide help for customers with disabilities (Appendix 5), this information is recorded (in line with data protection policy) on their CRM system to ensure they receive the right services and support to meet individual requirements. These customers are on their priority list. TalkTalk have provided (TalkTalk, 2021) dedicated support team in place, capped landline bills, applied new packages to support this group. Due to shortages of staff, in addition to automated options online to help with online queries, office staff have been retrained to help with call centre queries. 

According to Reviews.io (Reviews.io, 2021), 888 customers have given an average rating of 1.24 out of 5. Customer service (Appendix 6) 1.14 out of 5, Returns and Refunds – Difficult. Vulnerable Customers overall have had trouble in communication, regular inconsistencies, incorrect billing etc. It appears employees have not been adequately trained in customer service and therefore problems arise. Vulnerable customers require special individualised treatment. 

TalkTalk have call centres based in India and Manilla. As English would be a 2nd spoken language, employees must be fluent in English and must have knowledge in how in 2011, some call centres were outsourced in India (White, 2021), employees were found to be selling data, and involved in a fraud scam. How ethical is data protection for vulnerable consumers? 

“Customer Terms and Conditions”

All businesses must have a terms and conditions incorporated into their business. Terms and Conditions (Luger, Moran and Rodden, 2013) is a contract which is used to acquire user consent for service providers. They are frequently highly complex and unreadable, placing doubts on the validity of so called 'informed consent'. These documents provide explanations and key requirements which are expected from both consumer and supplier, to protect their rights. 

Consumer signing a Terms and Condition contract, feel protected that they have a legal binding contact. In essence terms and conditions, albeit legal, should reflect transparency of services and products provided to create commitment and trust. 

When Talk Talks broadband contract expires, consumers can sign up to a new contract OR continue will a roll on monthly (out of contract) unless they plan to change. The contract is not the problem, but as a loyal customer, your extrinsic behaviour would be to sign up to a new contract, you should be getting a premise of discount. But in a report by Citizens Advice (Merola and Greenhalgh, 2021), it has become apparent that long standing customers are being discriminated against. Loyal customers are paying more by renewing their contract as opposed to a new customer for the same services. 

2.4  Virgin Media Broadband 

Virgin Media Broadband have a consumer code of practice (Appendix 7)
Selling it Right!
Broadband prices are annually increased due to the rising cost of company upgrades and inflation. 
In 2020, Virgin did not raise their annual prices in 2020, due to the negative impact of COVID 19, consumer income had depleted. But in 2021 they have issued a statement that they are increasing the prices (BBC News, 2021) to up to 4%. Even though initially they helped their consumers in 2020, the backlash of this will be seen in the upcoming price. 
UK households (HM Treasury, 2021) income has depleted through loss of employment and furlough, so raising prices in 2021 will influence broadband consumers. Even though Virgin are within their right to increase prices, but how ethical is it to its consumers (fig 1), as broadband is now as important as water and electricity.  
[image: ]
Fig 1 Percentage change in household income (excluding earnings gains) by working - household net income decile, as of November 2020.
“Before you Buy”
Virgin Media pride themselves in providing up to date, correct information to their consumers so there is no mis-selling. Code of Practice ensures that will never give “false and misleading information”. They advertise primarily through their website, tv adverts etc. You can find out which services are available through their postcode search, which provides a list of various products and tariffs. 

All new customers go through a buying process (Appendix 8), Virgin build their products and advertise through various outlets to provide awareness to consumers. Once consumers are interested, negotiating, and buying the product is screened through Virgin Medias call centre. 

Trust pilot Virgin Media, (Trust Pilot, 2021) 1737 reviews (Appendix 9) have given a score of 1.2 – Bad. Consumers have complained about poor aftersales, unable to leave easily, poor installation (hazard),  

“The salespeople lied to my face”
Potential Customer *Andrew Sterling (Appendix 10) was shopping around for the best deal, after contacting Virgin Media sales, they advised him what was on offer. Salesperson S took personal details were taken over the phone, advising that this is just for credit check. Andrew reiterated multiple times that he isn’t joining now. The following day he received an email confirming his new package was ready to be installed. 

This Trust Pilot page has not been (Appendix 11) claimed, which means that Virgin Media may not be aware that this page exists with these negative reviews, a large company not knowing that there is a Trust Pilot page of complaints that exists does not provide consumer confidence. 


3. What is Sustainability and how do Broadband companies Sky, TalkTalk, and Virgin Media sustainable impact the customer experience? 

3.1 What is Sustainability?
Sustainability defines a process that can be maintained at a certain level indefinitely. 
This process is influenced by economic and environmental concerns (Caldwell, 1998) through human societies, cultural and behavioural norm. 

3.2 Sky Broadband
“Treat People Fairly and with Respect”
“Broadband Usage Caps”
Sky broadband packages come with unlimited internet usage caps incorporating the “fair usage policies”. When a consumer uses more than the “fair usage policy”, they will receive an alert but before this happens Sky will automatically send an email when they have used 70%. 
Internet usage is linked to “Contention Ratio”, which shows the potential demand to bandwidth available. For example, if you have 50 users using 1 connection, the ratio would 50:1, Contention Ratio is high, whereas weekday early afternoon and midnight to 6am (non-peak) ratio will be low. 
Ofcom summarised (Ofcom, 2021) Sky broadband (Appendix 12) performance in March 2020 (Covid) in the following context - Average download speed, hourly download speed, average upload speed, average hourly upload speed, the finding confirm that Sky have been able to sustain their Broadband usage for their consumers, this would be down to proactive planning.

“Protect the Environment”
In October 2017, Sky have removed single use plastic in their packaging and products.  The packaging consists of cork pads, natural adhesives, and layered cardboard for protection, this has been completed for all products since 2018, this has improved their recycling rates. Sky is sustaining their products by refurbishment and recycling so they can have the maximum lifespan. 
Sustainable packaging has been determined (Steenis et al., 2017) to be important but does not affect attitudes. For consumers its is quality of product first then packaging. 
Sky manufacture products that use mineral, they commend themselves in making informed choices, but independent (Appendix 13) findings (Ethical Consumer, 2021) suggest that they are not as transparent as they claim to be, in 2019 Sky did not have a policy on conflict materials, or target dates on incorporating energy efficiency in their offices. 

3.3 TalkTalk
“Customer Terms & Conditions”
In 2016 Talk Talk (Assets Publishing Service, 2021) became the first ISP to commit to no broadband price rise whilst in contract. This pricing structure at the time was usually applied to new deals for new customer in most Broadband company’s but TalkTalk offered new deal to existing customers as well. TalkTalk say in using this method they effectively lowered their prices for millions of their customers. Is this to the detriment to quality of service? Have they been able to sustain pricing? With inflation and economic increase, it is not sustainable (Appendix 14), TalkTalk should only comment on what they can deliver, this will affect consumer loyalty and will affect their market brand. 

“Compensation Policy”
TalkTalk have joined the automatic compensation scheme (Appendix 15) they will automatically compensate you, but the word “certain circumstances” feels vague. They provide a 2-day leniency before they will pay for compensation. 
If your broadband is down on a Friday, sat/ sun considered as a non-working day, 2 days further taken to resolve the issue, if this has not been resolved then £8.06 per day has been determined as compensation. Have talktalk managed to adhere to this? 
It appears that TalkTalk employees have not been upholding this (Appendix 14) , one consumer who knew about TalkTalk agreement with Ofcom, had no internet for 12 weeks, they were compensated £28, when Ofcom have stated £5 a day. 
By not delivering on the most basic of requirements, the feeling is that TalkTalk employees tend to react to a query than be proactive, if line managers are also within in this decision making then really, it’s an upward battle for customer experience. 



3.4 Virgin Media 
Virgin Media have promoted their “Meaningful Connection Plan” (Virgin Media, 2021) providing people friendly, human/ digital interaction to build community belonging and reduce loneliness. Launching a strategic partnership with “Carers UK” (Meaningful Connections Plan, 2021) They have set a goal of Zero waste by 2025. 

“Selling it right” 
In 2019 Virgin Media published a report (Appendix 15) stating that they are committed to energy saving by reducing emissions, this report has not been independently verified, open to scrutiny. Independent verification information would support this claim, but without this it is just promises. Research (Morse et al., 2002) must have credibility, value of truth, neutrality, and consistency to be considered as advisable. 


4. How can Quality Models/ Theories improve Customer Relationship Management? 

4.1 What is quality and its components?
Quality is the features and characteristics of a product or service. It can be individualised to the value given by a consumer, quality is perceived as reliable, maintainable, and sustainable. 
Quality management has 4 components, which are planning, assurance, quality control and quality improvement. 

4.2 Deming Cycle
Deming’s philosophy (fig 2) is to continually provide quality products/ services and regularly technically improve the process, putting overall quality over short term quality goals. 
Broadband is now the main infrastructure in everyday life, we *can live without it but it will affect the quality of life as we know it. 
Customer service in COVID – Organisations invest in robust business broadband (high volumes) so that they can maintain their communication with consumers and clients. In Covid, employees are required to work from home. Already there is a shift in reliability. Due to staff shortages, working from home, how can you maintain customer service standards? Organisations need to invest in employee’s knowledge and broadband service so they can work from home. 
PLAN – Can we adapt the company legality to home workers? Identify key employee shortages, which departments, can other employees be retrained? Collate employee home broadband information, what speed is required to do the job? Can employees provide the same service from home? Make Client confidentiality viable to home workers, reiterate ownership of intellectual property. Time scale in which this needs to be implemented by. 
DO – Gather employee home broadband information. 
CHECK – Process the data and apply this rollout model to one department. See how well it works, if not “plan, do, check and act” on the problem that arises until you have the solution. Are they in line with targets? 
ACT – Distribute recommended hardware/software to employees, have support in place. 
The problem we have with Deming cycle is that it is not a standalone method but needs to be incorporated into the organisations CRM system (Reed and Card, 2015). The challenge that arises is that this is a simple procedure and is not robust enough to deliver on a large scale and may undermine learning efforts, the outcome also reveals what cannot be realistically achieved, recognising new problems instead of the original identified matter. 

[image: ]
Fig 2




4.3 Jurans Theory 
Quality planning incorporates all the processes required for the desired goal (fig 3), including input from all stakeholders	so that all eventualities can be identified. Once this is implemented, periodic quality control checks of inspection, testing and measuring are done to see whether the quality is improving or not, if not then identify the problem and readjust the process for quality Improvement. 
[image: ]
Fig 3

This is a systematic procedure, incorporating the consumer’s viewpoint. It focuses on top-down management, technical methods, and problem-solving methods rather than employee satisfaction. 

Talk Talk success depend on effective management of customer relations. Employees (Nguyen, Sherif and Newby, 2007) need to adhere to this using “the customer is always right”. But to optimise customer satisfaction, happy and healthy employees are required to deliver this, but Juran’s theory does not consider employee satisfaction. Employee satisfaction whether negative or positive, will have a knock-on effect on customer experience. Employees need support to achieve their goals, (Gabcanova, 2011), when the employee is satisfied, motivated and loyal, only then you will see positive results. 
If you apply Juran’s theory with “TalkTalk Accessibility and Vulnerable Customer Policy”, will it maintain good customer relations? In dealing with vulnerable consumers, the employee must be knowledgeable to each individual circumstance, but if the employee is not adequately supported (mentally, physically) with a sense of appreciation, they may not provide the best service, this may lead to complaints.  

Strong leadership with a good CRM system in place will help within the Covid climate. 

4.4 Crosby Theory
Crosby motto is “Do it Right the First Time” as he believes in Zero Defects. Crosby’s belief is that by closely monitoring product/ service you can avoid errors. By identifying problem, cross referencing, cost of quality, quality awareness, taking immediate action when problems are identified minimises defects and maximises product value. 
This theory is only as competent as the persons involved, employees/ analysists must be stringently recruited, have qualities required to devise a product/ service OR trained and encouraged to have same the same goal. 
Any organisation already established who want to implement this theory, must invest in experienced analysts, start on a smaller project, and see how well they can adopt this. New Organisations can   
If Sky would like to reconfigure existing customer sky modems, it is not ethical to be providing new modems to replace old modems. So, Crosby’s theory would be welcomed in this scenario as when the modems are initially manufactured, building in a remote device into the model will helps with upgrade, without disrupting consumer experience. 
For this to work, everyone must be on the same understanding on what is to be achieved.   


5. Conclusions  

Ethics and Sustainability is hard to maintain in all areas of customer service. It is all dependent on a strong Customer Relationship Management. Intricate planning is key, and all pitfalls should be considered.
To have a great customer service experience, products that are advertised MUST “does what it says on the box” companies must use the holistic approach incorporating the technical approach, placing onus on their customers having the best customer experience which in turn lends to lasting customer loyalty. But this is only doable if the organisation in question is optimising their Customer Relationship Management approach. Even though as an organisation you may not always have the answer if you are transparent in your dealing with customer, they will feel the obligation to stay will you. 
Consumer trust is paramount, without trust we cannot go forward. Trust is the foundation to customer experiences. It is not easily buildable but can be damaged quickly. By focusing on each customer individually will help towards a long-term relationship of trust. We must trust that you can deliver what we are paying for.  If you are not able to, then provide adequate solutions. 
All quality models and theory’s work but dependant on the organisations. Organisational CRM systems should utilise and incorporate various standards and models that are best suited to their goals. 
Due to information overload, the average person can only decide on a product and service in which they feel comfortable with, this is due to customer friendly language, 
I personally do not like ringing Car insurance companies to find out the best deals, which would involve a minimum of 1 hour going through the same questions. Therefore, I blindly use Go Compare. How well do they run this company, I have no idea, but if it works it is fine by me. An average person will not have time to whittle through all the services/ products to find the best for them, it is down to trust, that we believe what information is provided. 
Customer Reviews always appear to be negative for all 3 companies, it’s disheartening but it is to be expected as in this unforeseen climate, trying to maintain good customer relations will be hard, due to furlough, motivation of staff – working from home. But even if that is the case then we as consumers have the right to get what we pay for, if companies cannot deliver then it should reflect in their pricing - a double edged sword, because realistically companies seem to not care so much as they can afford to, as consumers we *must have internet, so we put up with it. Very rarely, have heard a person taking broadband company to court, doesn’t happen. Reviews for Sky have commented that he has been with company for 10 years, but always has problems when renewing, but he is still with them because he is comfortable, even if the service was lacking.  Consumers are becoming complacent with all things. 


6. Recommendations 

The world is changing, environmental issues are becoming a cornerstone in society. Organisations need to be doing the “Right” thing.   
Broadband companies should try and make their policies and procedure with more people friendly terms. The Advertising standards Authority should inspect if broadband suppliers are providing transparent pricing on their products, at present consumers find contracts difficult to understand. 
Sustainable investment (Statista, 2021) has become been growing in popularity. In November 2019, 7% of new investors aged 18-34 had chosen either an ethical fund or project to invest in (Appendix ). When you compare this with all the new investors, only 5% did invest. So, you can see that individuals are leaning towards green investments. 
In all organisation’s longevity is key, if the roots you put down have endurance, you may still be up and running because you have invested in sustainability which in effect will allow competitiveness ie pricing, product etc. 
All employees MUST be reading off the same hymn page, full support is required especially in this covid climate, training and retraining new staff to be more in touch with the customer experience, provide an incentive to employees, teambuilding. It would be good if each customer dealt with the one person, unfortunately that is not feasible. 
In Ethical Consumer Green ISP is rated 15/20. They use a “not for profit trading structure”. The company has invested in 100% renewable energy HYDRO-ELECTRIC / GEOTHERMAL and SOLAR HOSTING for their offices. Their carbon footprint was positive, working together with Climate Action Groups. By heavily investing in alternative energy, they will be able to provide better sustainability. They are a small company, but they have room to grow due to being energy efficient from the start.  
Sky, TalkTalk, and Virgin Media are large companies, it will be very expensive and not feasible to fully become green anytime soon.  Incorporating Crosby’s Theory into a pilot scheme for 100% renewable energy for their offices, and slowly incorporating this into the rest of the company is a huge project. 
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TalkTalk

For Everyone
TALKTALK CODE OF PRACTICE

1 INTRODUCTION

11 Were TakTalk Telecom Limited. Our registered office address is Soapworks, Ordsall
Lane, Salford, M5 3T.

12 I accordance  wih  the  Ofom  General  Condilons
(s wow ofcom org ul_datalassets/odf f1e/0026/86273CONSOLIDATED VERSION
OF GENERAL CONDITIONS AS AT 26 MAY 2015-1.0df), we've published this Code of
Pracice so thaf our residential cusiomers can easlly find certain imporiant informaton about

13 Weve fied to make this Code of Practice easy to understand. If you have any queries that
aren' dealt with here, please see our help pages (s talkial.co ukihelp).

14 This Code of Practce replaces al previous versions and was updated on 1 Apr 2020.

2 BACKGROUND AND SERVIC

21 We offer communications services 1o our residental customers, inciuding line rental, voice
call, broadband, fire, ula fbre optic, TV and mobik.

22 Detais of the prices which apply o these services and packages can be found on our website.
(s lisales taltalk.co upricing!

23 If you experience a problem with your senice, please ses our help pages
(i talktalk co uihelp). I this dossn't help, please contact us as soon as possible
(s taltalk co contactus

3 CUSTOMER TERMS AND CONDITIONS
31  Our Cusomer Terms and Condiions are avalable on our website
(i jwve alklalk co.udlegalfermsiakialk-product erms)
32 Some of our services have a minimum period starting from your go ive date, which
(a)  wil be nolonger than 24 monihs; and
() wellell you about when you order.

4 CUSTOMER COMPLAINTS CODE

41 Ouw  Cusomer Complants Code s avalae on our websie
(uw talkfal co ukicomplaintscode). It confains details of altemative dispute resoluion
optons.

5 COMPENSATION POLICY
51 Ifyouhave:
(@ acomplaint,
(®)  complied with our Customer Complaints Code (swu talktalk co uk/complainscode);
() compied  win  ow  Cusomer  Tems  and  Condiions
(i jwu alkalk co.udlegalferms iakialk-product-terms); and
(@ agenuine entilement to compensation,

‘we may agres to pay you compensation and, in these circumstances, we want to make sure
You receive a fair amount.




image10.png
61

72

73

74

75

76

81

We pay compensation on a case by case basis depending on your particular complaint and
circumstances.

In adaton 1o your nghis set out n s Code o PFaZiCe, you Nave oINeT legal TONIS 35

deailed in our Customer Terms and Condilons: (htp:/wwv. talkialk co.uk/legalterms alidalk:
productterme)

IF YOU NEED SPECIFIC HELP.

‘We undersiand that some of our customers may have special needs and require partcular
attenton.

If you'e older of have a disabiity and want to discuss any special requirements, piease.
ontact us (wu talktalk co.ucontactus). We'llry and mest your nesds where possible.

'SCAM AND NUISANCE CALLS

Malcious calks can cause annoyance and distress and we take this problem very serously. If
you'e receiving malicious calks, we would fike o help in every way we can (o try o resolve.
the problem.

‘We offer various services to help you stay safe, inclucing:

(a)  free caling and privacy features which allow you fo block cals from withheld
numbers, bar the last number that called you and see the phone numbers of all
incoming calls; and

() a free reporting and biocking service for nuisance and malicious cals o siop.
Scammers from reaching your home.

1f you're the vicim of scam, maiicious of nuisance cals, texts or emais, please see our help.

pages for advice and more information (1iipnelo?.taltal co uk/scam-phone-cals)

‘We comply with all relevant codes of pracice, including those of the Telephone Preference

Senvice (TPS") and the Fax Preference Service (FPS') (logether, the “Proforence

Sorvices").

You may want to stop unsolcted telemarketing communications from other orgarisations.

you register with the Preference Senices, this may prevent some of hese from reaching you.

The contact detais for the Preference Services are set out below:

(a)  TPS: register online at wwn tosoniine.org.uk of call 020 7766 4420; and.

() FPS: register online at wnw psoniine.or,u or call 020 7766 4422.

1f you've previously told us that you'e happy for us fo contact you by phone, redistering wih

the TS wil not change that consent. I you change your mind, youll nesd o contact us

directy o let us know.

'WHERE TO GET A COPY OF THE GODE OF PRAGTICE

We refer to this Code of Pracice in the welcome letter sent to al residential customers
signing up for services with us and we tel them how to get a free copy. The Code of Pracice.
s published on our website (hiplww lalltal.co ulegallcoda-of.practice))  You can also.
askcus to send a paper copy o your home address.

RESPONSIBILITY FOR COMPLYING WITH THE CODE OF PRACTICE

We are responsible for making sure our representatives comply with this Code of Practce.
Our Commercial Director is accountable for ensuring that we (and our representatives)
observe the Code of Practice and our Customer Services Director is responsible or handing
complains relevant o the Code of Pracice. You can contact us about tis Code of Practice
(8) by emailvia i talktalk co.uk/help:

() bytelephone: 0345 172 0088; or
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() by postFAO. Mr John Scouler, TakTak Telecom Limited, TalkTalk
Correspondence Department, PO Box 675, Salford M5 ONL.

PREMIUM.RATE AND NUMBER-TRANSLATION SERVIC!

You may find the following information useful if you'e unsure about premium-rate and
number-ransiation services (084, 087, 09 or 118 numbers).

Call charges to these numbers are dvided info two parls:
(a)  Access Charge: this is what we'l charge you for connecting the cal; and

() Servics Charge: this is what the organisation youre callng wil charge you.

Forthe total cost of your cal,simply add the two charges together.

Details of the charges which apply [0 these services can be found on our website
(htipsisales falalk.co udpricing).

‘We offer the faciltyto bar calls o premium-rate numbers. f you want:

(a)  toplacea bar on your line;

(8)  to check whether you already have an active bar in place; or

() more information about premium-rate and number-ransiaion services, please.

ontact us (. talkialk co.uk/contactus).
‘What aro Promium-Rato Services?
(a)  *Premium-Rate Services™ (PRS) is a generic name for products and services you

purchase which are charged to your telephone bil o pay-as-you-go credi, including:

() cals to fxed line numbers which begin with 118, 0870, 071, 0872, 0873,
070 and 05,

'SMS shortcodes which are five or six-digits long and usually begin with 6, 7
or8;and

“charge to mobile” senvices, e.g. where you can pay for goods and services
from app stores, third party publishers and merchants via your phone bl

(®)  Examples are:
() premium rate quizzes and competiions;
(i) voting for TV talent shows; and

donations to chariy.

() Calks to PRS numbers are typically more expensive than cals 1o other telephone
Pumbers.

(@) Most PRS numbers operate on the basis of a revenue-sharing arrangement This.
means that the bulk of the revenue from cals o such services goes [0 the service
providers who are responsible for the conten, product or services provided or Who.
actas resellers o “aggregators’ on benalf of a number of such providers.

() Therestof the revenue is shared by:
() TakTalk;and

the telephone company that contracts with the service provider and, on its

behal, “terminates” the call (Le. finaly brings the partes. together) by

providing network faciltes.

() The senvice providers are responsible for complying with most of the obiigations.
imposed by The Phone-paid Services Authority's Code of Practice (see below).

“The Phone-paid Services Authority
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‘The Phone-paid Services Authority (PSA) s the independent reguiator of PRS. Its

service isfree to consumers.

PSA reguiates PRS thiough the PSA Cote ot Practice Which has been approved by

Ofcom (nip:/psauthorty.org.ukfor businessicode-of-pracice) PSA takes aciion o

safeguard consumers.

PSA investigates complaints abou the promofion and operaion of PRS and can

impose sanctions i s Code of Praciiceis breached. For example, i can:

() fine companies and bar access to senvces;

(i) bar the individuals) behind a company from running any other PRS activtes
under any company name on any telephone network for  defined period:

Issue formal reprimands; or

(W) order companies to come to PSA for pror approval

PSA may order a PRS provider o pay you a refund i they have completed an

investigaton and the outcome requires tis. I t can be shown that your phone has

been used withou your permission to make certain PRS calls (.e. ve and recorded

chat and live tarot services), PSA may also be able o help you get compensation
ffom the PRS provider.

Disputes about PRS numbers on your phone bil

@

®

f you spot an unexpected charge on your phone bil, you shoud:

() (f applcable) keep the message that confims your one-off payment or
Subscription (i you don't wish fo receive the service, reply with STOP ALL to
the shortcode provided, not fo the text message):

check its a PRS chage (f its nol you shoud contact us)
(unuw taltali co ukcontactus

contact the service provider (i you don't know who's running the service of
their contact detalls, you can use PSAs ‘Number Checker
(httoupsauthority org ui/about-usinumber.checker) o contact s
(s talktali co k/contactus)) and

(W) ifyoustil need help, contact PSA:
(&) by phone: 0300 30 300 20 (Monday — Friday. 8.30am — 5.00pm); or
(8) by using theironlne enquiry form (nt:/psauthorty org uk)

11PSA can' help you, lease contact us (v talktalk co uklcontactus).
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TalkTalk

For Everyone

TalkTalk Accessil

ity and Vulnerable Customer Policy

1.0 Introduction

At TalkTalk we believe in affordable, fair connectivity for everyone. We recognise that
individuals with accessibility requirements or people who, as a result of circumstances, may
be uinerable, may have particular service needs. This policy sets out the services and
‘working practices that we offer to help meet these needs.

2.0 Who does this policy apply to?
This policy applies to;

() Customers;

(b) Prospective customers;

(c) Former customers and;

(d) Nominated users or individuals acting under a Power of Attomey

2.1 Definitions

For the purpose of this policy Vulnerable Customers are Customers who, as a result of their
personal circumstances may be particularly susceptible to harm or detriment. This includes
circumstances which impact their ability to make an informed decision, access services or
take appropriate action.

We won'tjudge a person's capacity simply on the basis of age, an aspect of behaviour or
circumstance, but we recognise that the following circumstances can make a customer more
vulnerable:

Age
Physical or learning disability

Physical or mental ilness

Low Literacy Levels

Communication Difficulties

Significant changes in circumstances such s bereavement

This policy also considers specific needs of individuals with additional accessi
requirements. Whilst not all people with disabilties are vulnerable, we recognise that we
may need to make adjustments to enable access to our services.
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3.0 TalkTalk Accessibility and Vulnerable Customer Practices
3.1 Our commitment
We commit to ensuring the fair and appropriate treatment of our Vulnerable Customers.

As vulnerability does not impact everyone in the same way, we believe each vulnerable
customer's needs should be assessed on an individual basis. We use the following
principles as a guide to help determine appropriate support measures:

1. Customers should be supported in making informed decisions about TalkTalk's
products and services.

2. We will never assume that a customer's vulnerability means that they do not have the
mental capacity to make a decision and we won't discriminate against someone
because of their vulnerability. We will treat vulnerable customers with respect and be
understanding and be empathetic to their situation, providing practical support.

3. We may sometimes need to take steps to safeguard customers where their welfare is
a concer, or in immediate or imminent danger.

3.2. Vulnerability

There are many reasons which may cause a customer to be vulnerable and required support
will vary based upon an individual's circumstances. Where we are made aware a customer
is vulnerable, we will consider reasonable adjustments. Below are some examples of how
‘we may adapt our service.

Low literacy (including dyslexia), numeracy skils:

« We will check understanding and the customer's requirements
« We will be clear and concise with selling terms
« We will repeat information if needed

Severe or long term illness:

« We will consider if the customer needs to nominate someone to speak on their behalf
or need us to consider their illness in our decisions

Mental health problems:

+ We may recommend a suitable channel of communication to support the customers
preferred communication method

« Dependent upon the customer circumstances, we may consider signposting to
external support

Caring responsibiliies (including having Power of Attorney)

« Caring for someone can be challenging and Carers may require signposting to
additional support

« They might need to set up or operate a Power of Attorney or be a Nominated User on
the customer's accounts. We will explain our processes where they are needed
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Bereavement

« Abereaved customer is likely to require an empathetic approach. They may also
need guidance on processes or may require information to be repeated

Other ways we will support include:
Changing how we act:

We will allow people to take their time and be patient
Actively listen, play back your understanding, paraphrase, etc.
Check understanding

‘Avoid jargon and think about the language we use

Be prepared to repeat information and explanations

Third Party Support

« We will support the customer to set up a Nominated User on their behalf and sign
post how to do this

3.3 Services we offer

TalkTalk has a number of different services to support customers with accessibility
requirements which may also be helpful for some vulnerable customers, these can all be
found within our Accessibiity section on our website. These services include:

3.3.1. Altemative format - We can provide bills, contracts and letters in formats such as larg
print, Braille and audio CD on request.

3.3.2 Priority Fault Repair - We provide priority fault repair for customers who medically
depend on the telephone service because of ilness or disabiliy. Eligibiity criteria and
limitations apply to this service.

3.3.3 Free 195 Directory Enquiries - If you're not able to read or hold a printed directory, yor
can apply for free 195 Directory Enquiries. Registration is required to access this service.

3.3.4. Next Generation Text Relay Service - If you are deaf, hard of hearing or speech-
impaired, the Text Relay Service can help you make the most of your phone.

3.3.5 Third Party Bill Management - Appointing a Nominated User o Power of Attorney on
your account enables someone you trust to discuss all aspects of your account, make
payments and changes to your account. Your Nominated User is not directly iable for any
charges on your account, s these remain the Account Holders responsibilty.

3.3.6 Mobile SMS access to emergency organisations - Customers with hearing or speech
impairments can use Mobile SMS to access to emergency organisations by using the
emergency call numbers *112” and *999".
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4.0 How to make us aware of your circumstances and accessibility requirements

To make us aware of your circumstances or accessibility needs you can get in touch via our
main contact channels including live chat, by emai, by phone or in writing.

We may need to ask for your permission to keep a record of any personal information about
your disability, any alternative formats you require for your personal circumstances. Likewise
we may need to keep a record of aspects of vulnerability where we need to provide you with
additional support or adapt our services. This information will be recorded on our Customer
Relationship Management systems and/ or recorded on system notes for internal use. This
information will be stored and used to help ensure we provide you with the right services and
support to meet your needs.

For more information about how we hold or use your data please refer to privacy policy
online at Privacy Policy.

5.0 Policy Review
This policy will be reviewed regularly to ensure that it effectively supports the fair and

appropriate treatment needs of our customers with accessibilty requirements and vulnerable
customers. The review will include an assessment of customer feedback and intemal

analysis regarding this policy.
6.0 Contact Us

If you would like to speak to our team, you can contact us
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My mum is 81, year's old she's had no internet or phone for two day's. We
tried everything to get in touch with you on your free phone number. As her
carer | will be on the war path tomorrow and we will be changing her over to

a better more reliable internet provider.
”

wE < a

Posted 3 weeks ago
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“
Terrible | have never been so disgusted and all my life | am a disabled man
And They have caused me nothing but stress and anxiety please please
please Don't sign up to this company. They are wrong in to many ways... if i

could give no star's for this company then | would...
”

sl < a

Posted 2 months ago
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“
AWFUL COMPANY AVOID Switched my elderly parents to Simple Telecom in
October. Talk Talk released my parents number too early, so they were left
with no service for 18 hours. Then continued billing them! Sent various emails,
thank goodness | got my parents to cancel direct debit! Even sent them
screenshot of Simple Telecom order but refused to accept my parents had
left. My dad who is 89 told them to stop calling and authorised them to talk
to me. Guess what they ignored this! Asked for written response to our
complaint but never got it. They are required by law to issue a letter of
impasse and adjudicator details.. never received. Finally on phone for over
hour to a person who barely spoke english, gave robotic answers and
persistently put on hold. Said he was the most 'profitable’ agent they had?
They have now agreed to 'disconnect’ my parents, good luck with that one!
And waived 'outstanding’ charges. Absolutely disgusting. Will report to

Ofcom.
”

w@ < a

Posted 2 months ago
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“
| wouldlike to thank Talk Talk for not having an approachable office in
England. If they had have done | would have gone to their office and
murdered someone. my wife and | are in our 70s they made our life absolutly
hell demanding that we pay a bill that we had already paid. They denied we
had paid it even when we sent them a copy of the receipt. They threatened us
with balifs, court appearences, that they were going to sue us in court. that
they were going to remove all our furniture. After montghs and months of
their threats my wife was suicidal. We went to CAB. The lady there said that
she alone delt with about 12 complaints per day. It took her one hour 12
minutes to talk to a manager. After explaining the situation to him , he said
just give me a few minutes.. She told him not to disconnect her as she was
logging the call. He went away but came back 5 minutes later to tell her. He
didnt know what the problem was as my wife and | had sent Talk Talk a
discontinue letter 3 months ago? and that we were all paid up. On that day if |
could have got my hands on the person who had made our lives unbearable
for the last 3 months | would have killed them. Talk Talk put us through hell. If

you want to visit Hell...join Talk Talk
”

w@ < a

Posted 2 months ago
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| am totally disgusted with Talktalk. As a Talktalk customer and carer for a
seriously disabled man | recommended Talktalk to him when he decided he
wanted internet to stream extra TV programmes, he was with BT but the offer
from Talktalk was cheaper and because that is who | use | recommended
them. | called Talktalk and explained that my client was quadriplegic and
required a constant telephone line for his alarm system for when he falls and
needs help during the hours he has no carer. | was assured that the
changeover would be seamless, and he would definitely not be without a
phone line, they said that when they went live BT would drop out.
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His going live date was two days ago 9/11/2000 and we were told that it
could be up to 12 midnight before it went live, BT disconnected him at 10am,
but he never went live with Talktalk, | called yesterday morning and explained
fully that this man required a phone line 24 hours a day, but was told that
they could not get an engineer to come until today between Ipm and 6pm,
Guess what, No engineer has come despite being assured twice today in chat
on theie website that an engineer was on his way. This sham of a company
have left a very vulnerable man scared out of his wits that he will require help
and won't be able to get it, he has no verbal communication so the alarm is
his only way of letting others know he requires help. | will be calling BT first
thing in the morning to see if they can assist, but no doubt TT will have
control over his line. | have never had a problem with Talktalk, but now that |
know what to expect from their customer service should | get a problem |
won’t be hanging around, my contract was up months ago so | am free to go
and | will be. Hang your head in shame TalkTalk Customer Service
Department. | will be posting this on all the local and national disabled

groups on both Facebook and Twitter.
”

w < a

Posted 4 months ago
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Using this PDF

Use the navigation buttons in the
bottom left hand corner to flick
through the document or go back
to the contents page. If you know
‘what you're looking for, you can
also use the dlickable contents on
this page. Plus, you can click any
of the links in the PDF.
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Virgin Media Consumer Code
of Practice

At Virgin Media, our customers come first. We aim to give you the best
customer service possible.

We've set out how we promise to look after you in this Code of Practice
which covers how you can find information about our consumer services
and how we deal with non-geographic numbers, personal numbers, other
premium rate services (such as text short codes) and our dispute resolution
process: blocked calls. We also have a separate Code of Practice covering
how we handle complaints, which can be found here.

In addition to this Code, we always work to comply with the principles
outlined in regulations and laws set both in the UK and Europe. We'e
committed to providing full and aceurate information in plain language about
how our services are run, what they cost and how they should perform.

Nothing in this Code affects your statutory or common law rights, and
nothing is intended to form part of a contract or collateral contract between
Virgin Media and any of its customers.

Our services

Virgin Media offers a full range of communication services including
broadband, television, telephone and mobile.

We provide ful details of each service on our website.
For more details on each service, you can skip to these pages:

Home Phone
Broadband
Television

If you can't access this information, let s know and we can help get what

you need.

Selling it right

Whenever you buy a Virgin Media service straight from us or through an
authorised reseller, we want to make sure you get all the right information
up front. We don't ever want to mis-sell our products or services, and this
‘means we will always ensure that we provide accurate information and
will never:

Give false or misleading information, when seling to a customer

Use any kind of unacceptable behaviour to get a sale or a customer to
switch from another provider

Use the types of coshback schemes that make it difficult for customers
to claim cash they're owed

Where we sell Virgin Media services through a reseller, we also make sure

they behave in the same honest and appropriate way. If you need a copy of

any of our offers in an email (or similar format), just let us know.

Before you buy

Before you buy any Virgin Media service, you should be given key
information to make sure you make the right choice. This may vary by
the product or service you're buying (for example, Pay As You Go mobiles
will have a lot less information than signing up to @ monthly contract for
broadband or the latest mobile).

It will be clear that you'e buying a Virgin Media service, how to contact
us, the key charges for the service (including monthly charges where
applicable), termination rights and cooling-off periods. Full details of the
‘minimum information for Pay Monthly mobile contracts are containes
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Ofcom regulation known as General Condition C8. This regulation also sets
out the obligations on all mobile providers not to mis-sell, and to ensure we
keep relevant information for the right length of time to be able to respond
1o any issues. See the full Condition here.

Non-Geographic Numbers

How non-geographic numbers are charged can be more complex than
calls to 01, 02 or mobile numbers. So, we set out a short guide to help you
understand what non-geographic numbers are and how you can find out
how much theyl cost you to call.

What are non-geographic numbers?

These are numbers that usually start with the digits 03, 084, 087 or 09
rather than being tied to a town or place. Some ranges are also called
service numbers or premium rate numbers.

There are also specific ranges used for personal numbers - 070, and
directory enquiry services - 118.

However, it's important to understand the differences between them.

‘es by companies and public authorities.
These are charged at the same rate as normal UK geographic numbers that
start 01 or 02. This means that if you have an inclusive allowance for calls to
UK numbers, this willinclude calls made to 03 numbers as well as 01 and

02 numbers.

adb

080 Numbers

These are numbers are free to call from any landiine or mabile phone.
They can be used by charities, helplines or businesses. Calls made to 080
numbers will not be shown on any bill

084 and 087 Numbers

These numbers are now referred to as service numbers, and tend to be used
by commercial organisations. The cost of calling service numbers is split into.
two parts: the access charge, which is the part that Virgin Media charges
and the service charge, which is charged by the service you're calling.

The access charge is a single pence-per-minute rate set for all service
numbers, and we let you know what it is on your bills and on our website.
The service charge is not set by us, but has to be advertised by the company
you'e calling. Service charges for 084 numbers can't be more than 7p @
minute or 7p a call. Service charges for 087 numbers can't be more than 13p
aminute or 13p a call.

Where calls to 084 and 087 numbers are included in your package, you
won't be charged the access charge or service charge for these calls.

09 Numbers
These are numbers are also service numbers so willstill be charged in two
parts: the access charge (set by Virgin Media and is always the same for
any service number called) and the service charge (set by the company
you'e calling). 09 numbers can have higher service charges than 084 or 087
numbers, and sometimes it's considerably higher.
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TV votelines (ike Big Brother)
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Information services that bring you weather, traffic, etc.
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o Chatservices
e Charity donations
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118 Numbers (directory enquiry)

These are used to call directory enquiry providers but are also service
numbers, so wil still be charged in two parts: the access charge (set by
in Media and is always the same for any service number called) and
the service charge (set by the directory enquiry service you're calling).
Service Charges for calls to 118 numbers can be no higher than £3.65 per
90 seconds.

You may be able to be connected to the number you're searching for by the
directory enquiry service, but you may stil continue to be charged at the 118
call cost rate.

adb

070 Personal Numbers
These are numbers that start with the digits 070. They offer a single number
for receiving calls at almost any of the user's telephone numbers, including
‘mobile numbers. They aren't split into an access and service charge and will
be charged as set out on our website.

Sometimes these are confused with ordinary mobile numbers (which start
07), but typically the cost of calling a personal number is higher. It’s worth
checking to see if you're calling an 070 number.

How much does it cost to call these numbers?

Calls to numbers starting 03 are charged the same as calls to 01 and 02
numbers. They Il also be included in any allowance for calls to 01 and 02
numbers. For the cost of calling O1, 02 or 03 numbers when these are not in
your bundle go here.

Service numbers (084, 087, 09 and 118) The cost of calling service
numbers is split into two parts: the access charge, which is the part that
Virgin Media charges and the service charge, which is charged by the
service that you are calling.

You can find the access charge on your monthly bill, and also on our
website here.

Service charges are set by the company you'e calling, but we do offer @
quide to service charges here. The service charge can be either a per
inute charge, a per-call charge, or @ combination of a per-call plus a per
minute charge.

Personal Numbers (070) The cost of calling service numbers can be
found here.

Our team will also be able to help you with any questions you've got about
calling these numbers.
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Other Premium Rate Services

Some services don't use “traditional” telephone numbers, so it’s good to be

aware of them as well

e Text services - normally use short codes that are four or five digits
long, followed by a keyword e.g. 83333 Imogen

TV access - you can access premium rate services through your
TV too, just by pressing a button on your remote control. The Phone-
paid Services Authority, who regulates products or services charged
10 @ user's phone bill, says aithough the premium rate number won't be
shown, the company should let you know how much it costs to use
the service.

Premium rate text subscription services

These are subscription services that offer to send ringtones, jokes or even
regular news updates to your phone until you ask them to stop. To kickstart
the service, they ask you to send a keyword like RINGTONE to a five or six digit
shortcode.

Often youll pay for every message you receive, as well as the initial message
You send. And the first message you receive should tell you:

o How much the service costs

o How often youl receive messages

How to stop the service when you want to

But not all companies send this info. You'l normally pay between 25p and £150
for each message you receive

How do | stop receiving premium rate text

subscription services?
Normally you can just text STOP to the shortcode you got the service from.

adDb

This should end the service and stop any more payments being taken from
Your account. It's best to check with the provider to be sure.

What if | get spam texts?
To report spam, forward the text to 7726.

You may get an automated response thanking you for the report and giving
You further instructions if needed. You won't be charged for sending texts
o 7726.

An easy way to remember ‘7726 i that these are the numbers on your
phone keypad that spell out the word ‘SPAM:.

If you receive a text from an unknown sender its best to not reply, then
report the text as spam.

How are non-geographic numbers regulated?
Ofcom

Ofcom i the regulator for all communication services in the UK, and sets
@ number of conditions that all providers have to follow. You can find more
information about Ofcom on its website here.

Phone-paid Services Authority

The Phone-paid Services Authority (PSA) is the specialist regulator for
premium rate services or phone paid services. They ensure all relevant
services, like directory enquiries, voting on TV talent shows, donating to
charity by text or downloading apps on your mobile, follow a Code of
Practice. Among other things, it asks companies to provide:

»  Clear and accurate pricing information

®  Honest advertising and service content

»  Appropriate and targeted promotions

The PSA investigates complaints received about premium rate services.
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Where it decides that its rules have been broken, it can fine the company
responsible, bar access to their services, and bar the individual behind a
company from running other services under a different company name. Its
service is free to consumers and it's independent, too. You can find out more
about the PSA on their website.

The PSA website contains lots of advice about what phone-paid services are,
what to do if you have an unexpected premium rate charge on your bill, how
You can find out who charged you, and how the PSA can help if you if you
can'tfix ssues yourself.

They also have a number checker so you can find out who's running the
service you may have called or texted.

The PSA advises contacting the service provider in the first instance, but if
the issue isn't resolved you can contact them either by phone

(0300 30 300 20) or online.

Can | block access to premium rate numbers?

Iif youd like to prevent access to PRS numbers, you can ask us to add call
barring. Just give our Customer Care team a call for more information. You
can find out more about PRS services and steps you can take you protect
Yourself on our website.

What happens if my problem is with Virgin Media?

If any of our customers hos a complaint, we do our best to resolve them as.
s00n as possible in line with our Consumer Complaint Resolution Code of
Practice, which you can find here.

In the unlikely event that we can'tfix an issue or come to an agreement with
you, well let you know. After that you can contact an independent complaint
resolution scheme provider f youd fike to, whol look into your complaint and
our response. You can find out more about how to access these free services
in our Consumer Complaint Resolution Code of Practice.
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For TV, broadband, phone or mobile complaints

CISAS, 70 Fleet Street

London

ECaY 1EU

0207 5203814

Email: cisas@cedr.com
Website: www.cedr.com/cisas

For Financial services complaints (Mobile Handset Agreements)

The Financiol Ombudsman Service Exchange Tower
London

E14 9SR

0300 1239123
Email: complai
Website: www.financial-ombudsman.org.uk/consumer/complaints

info@financial-ombudsman.org.uk
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Can | stop organisations calling me?

Sometimes, you'l receive unwanted calls from organisations trying to sell
You something or offer a service. There's a way to limit this type of call
by registering your phone number with the Telephone Preference Service
(TPS). They Il help make sure your number doesn't get into the hands of
organisations who may cold call you.

You can find out more information about TPS at tpsonline.org.uk where
You can register to use their service for free. You can also register by
phone (0345 070 0707) or by text. The TPS Protect Mobile app can also be
downloaded to your smartphone from the iOS App Store and Android

Play Store.

pute Resolution Process: blocked calls

Occasionally Virgin Media may block or stop a call from connecting to a
customer. There may be many reasons for doing this, including the number
being used for fraud or making nuisance calls. We may also block calls with
invalid or non-diallable CLI (Calling Line Identification). Sometimes, however,
it's possible that some legitimate calls are blocked in error. Virgin Media

has internal processes in place to help customers or partners who believe
calls are being blocked in error. If you believe happening and want to
dispute possible number blocking, you should contact us.

If you're a residential customer

If youre a residential customer, please contact customer services on
0345 454 1111

OdD

If you’re a business customer or communications
provider

Please refer to our Business Code of Practice here for contact information.
Well investigate the reason for any block or stop being imposed, and inform
You of the broad reason for our decision. If you're a Virgin Media customer
and aren't satisfied with our response, you always have the right to take this
through our complaints process

Need more info?

If you need any more information on anything discussed in this Code, you
can check out the help pages on our website. There, youll find links to
forums that may discuss relevant issues and details on how to get in touch
with us with any questions you've got.
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The buying cycle for technology-based products
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Andrew Sterling
2 1review © GB

6 days ago

The Sales Team Lied to my Face

I'm in the process of moving home and am deciding which internet provider to
choose. | called Virgin Media's sales department to discuss options and the
guy on the phone asked for a bunch of information and came up with a
package that he thought suited me. | was absolutely clear, and stated on
multiple occasions, that | was still considering my options and was not
interested in joining up at that precise moment. He said "that's absolutely fine,
I'll send over the details of the contract for you to have a more in-depth look
at before you make your decision." He then took my card details "just for a
credit check," all the while ensuring me that | wasn't signed up to anything
yet.

This morning | received an email saying that my direct debit had been set up
and my installation date was in the books! The guy just outright lied to me
over the phone. | have never experienced such disgusting behaviour from a
company first-hand before. From the looks of these other reviews, I'm not the
only one. I'll never be using Virgin.

£ Useful <2 Share R
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Trustpilot ch fc ompany o Categories Blog Log in

< Virgin Media
Business transparency Updated 4 hours ago

This page gives you a detailed overview of how Virgin Media has used Trustpilot over the past 12
months. Find out where their reviews come from, how their star ratings differ per source, how many
reviews they flag, and whether those flagged reviews actually breach our guidelines.

Basics Review sources Star ratings Replies Flagging

«  This Trustpilot profile has never been claimed. ®

« Trustpilot has no records of Virgin Media asking their customers to review them. ®

Review sources Star distribution by review source
Where reviews have come from for the past 12 months How star ratings differ by review source from the past 12 months
Organic 951 Filter by Al review sources
Excellent 3%
Manual invitations (@ 4
Great | 1%
Average | 1%
Poor [ ] 2%

Bad ] 92%
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This Trustpilot profile is unclaimed X

This company hasn't claimed their profile yet and might not know it exists. Trustpilot
currently has no records of them asking their customers to review them. In some
cases, this may result in a lower star rating. Any company can claim their profile and
ask their customers to review them for free. Customers can always write reviews on
their own initiative without being asked by companies. Those are called organic
reviews.




image37.png
Figure 1: Change in broadband providers' average download speeds in March 2020 (higher is
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Figure 2: Change in broadband providers' average hourly download speeds in March 2020 (higher

is better)
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Figure 3: Change in broadband providers' average upload speeds in March 2020 (higher is better)
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Figure 4: Change in broadband providers' average hourly upload speeds in March 2020 (higher is
better)
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Worst Ethical Consumer rating for toxic B
chemicals policy

In August 2019 Ethical Consumer searched the Sky website for its policy on the use of
toxic chemicals in its electronics products because it made Sky TV boxes and wireless
routers.

The Sky Bigger Picture Impact Report 2018 contained no information about the use of
hazardous chemicals or restricted substances.

Atoxics policy was deemed necessary for all electronics companies, as these
substances were widely used by electronics companies and had a significant negative
environmental impact when released after disposal.

Astrong policy on toxics would include publicly disclosed data on the use of
hazardous chemicals such as PVC, BFR and phthalates; as well as clear, dated targets
for ending their use.

The company therefore received Ethical Consumer's worst rating in the category and
lost a whole mark under Ethical Consumer's pollution and toxics category.

Reference:

www.skygroup.sky (20 August 2019)
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Worst Ethical Consumer rating on conflict
minerals

In August 2019 Ethical Consumer searched the Sky website for its policy on conflict
minerals. No information could be found. In 2016 its supply chain documents
contained the following statement which had not been updated since previously
viewed in December 2015:

"Although not required to by UK law, we have completed an assessment across key
suppliers of our set-top boxes, routers and remotes for use of conflict minerals and
are working with our suppliers to encourage them to be as transparent as possible.
We realise this is an area we need to further develop our understanding. We are
starting a project with WWF to investigate what our role would be to manage this
difficult issue."

The policy did not articulate a company's commitment to:

- conflict-free sourcing

- to continue to source from the DRC region

- to ongoing due diligence.

Its Responsible Sourcing section of its website stated, "We’re sharing our experiences
and learning from others by being part of the Responsible Business Alliance, a leading
body in ethical and sustainable sourcing for electronic products, and the Responsible
Minerals Initiative, which ensures minerals used in electronic products are ethically
sourced. "

There was not enough information to assess the company and it received Ethical
Consumer's worst rating for conflict minerals and lost a whole mark under the
Habitats and Resources and Human Rights categories.

Reference:

www.skygroup.sky (20 August 2019)
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Worst Ethical Consumer rating for
Environmental Reporting

In August 2019 Ethical Consumer rated Sky PLC for its environmental reporting, based
on its 2018 'Bigger Picture' Impact Report.

The company reported on a number of targets for the UK and Ireland, but without
target dates. Outstanding targets included:

20% Increase in energy efficiency across all buildings, with CO2 emissions baseline of
2011/12.

20% Energy obtained from owned or controlled renewable energy at Sky-owned
sites.

It also gave emissions data showing that it operated in Italy, Germany and Austria. It
stated that it was "setting new ambitious Group-wide environment targets for energy,
transport, waste and water", but these were not provided. Therefore it was not
considered to have adequate targets.

While the company was considered to show some understanding of its environmental
impacts, its targets focussed on its direct operations and although it stated, "Our total
upstream and downstream indirect emissions (scope 3) decreased this year as a
result of energy efficiencies in our products and reduction

in business travel" it neglected to deal significantly with the much larger impacts of
what it termed its 'upstream' and 'downstream' emissions, particularly from
purchased goods and services (supply chain), and use of sold products. Therefore
Ethical Consumer felt it did not show a reasonable understanding of its main
environmental impacts.

Its 2017/18 environment data (not the whole report) was independently assured by
Deloitte LLP.
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Overall the company received Ethical Consumer's worst rating for environmental
reporting.

Reference:

www.skygroup.sky (20 August 2019)
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GreyHam
2 1 review

@ Invited Updated 18 Mar 2021

Evasive, Time Wasting & Misleading Customer Support

I've spend months dealing with TalkTalk, dozens of hours on the phone and
chat (personally | recommend chat, because you will always be there for a
long while and a.) at least you can do other things whilst in chat, b.) you don't
have to listen to the same track repeating on hold, c.) you can easily capture
the chat as evidence). They do not honour the agreement they have with
OFCOM regarding customer compensation. They are evasive, misleading &
very time wasting, in order for you to not chase what is due to you. After 12
weeks with no new internet service they offered me £28 (OFCOM states £5 a
day). It's not that the staff are not trying to be helpful, it's just an awful system
of procedures they have & their computer system is always an issue (if it is |
dont know but everytime the staff say it is, an excuse for waiting so long, |
dont know). My internet now is fine, but if | contact them | set aside 90mins
for a basic query. Update: Talk Talk replied to my review with a generic
message. | understand an employee has to respond as a matter of procedure,
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but it's better not to if all you send is so pointless, it's only more infuriating.
After months of TalkTalk shenanigans & dozens of hours wasted liasing with all
their different departments, all | really needed was to sign up to Twitter. If |
wasn't so annoyed I'd find that idea hilarious :D Mind you, it'd be useful for
downvoting TalkTalk posts & hanging out with other annoyed
customers....Thanks. "Reply from TalkTalk Hi If you need help with anything,
reach out to my team directly over Twitter (@TalkTalk), or get in touch on our
Online Community (https :// community. talktalk. co. uk/) Karl - TalkTalk"

£ Useful <2 Share R
Reply from TalkTalk 10 Mar 2021
Hi

If you need help with anything, reach out to my team directly over Twitter
(@TalkTalk), or get in touch on our Online Community
(https://community.talktalk.co.uk/)

Karl - TalkTalk
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John McNamara

2 1 review

20 hours ag

Service: Abysmal. Customer Support: Abysmal

| upgraded to TalkTalk from NowTV as my ISP and was promised a minimum
download speed of 58Mbps. This was almost double the speed that | was
getting with NowTV so | was naturally quite excited. During the first three
weeks of my service, my speed was between 1-3Mbps, or it was completely
off. | was told this was because of stabilisation issues and that the speeds
would improve. An engineer was booked to come out and he resolved the
issues, | was achieving speeds of 60+Mbps for a week. Then, | hit 0.47Mbps,
rang for an engineer and was made to wait two and a half weeks for one,
during which time my internet never reached over 0.47Mbps. For two days
following this my internet speed was 20-22Mbps. It then went down for
another week. | told TalkTalk that | would be cancelling my contract, as legally
| was entitled to. The colleague | dealt with on the phone agreed and told me
that all termination fees would be waived. | was then sent a bill for £169.99. |
rang customer service to query and was told that | had to pay this because |
was leaving and they had done nothing wrong. | was also told that TalkTalk
would not offer me compensation because there was nothing wrong with my
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internet. | referenced the independent internet compensation scheme and was
told that TalkTalk are not a part of it - they are. This was a week ago, my
service starts with my new provider in 10 days. Since that conversation my
speed has been 0.05 Mbps and | am currently using 4G to write this as the
internet is, unsurprisingly down. | have been told by an independent regulator
that TalkTalk have charged me for their higher bracket package and put my
service on their lower bracket. | am currently pursuing them for the return of
all fees paid and in addition, the loss of earnings that | have incurred. | work at
home on a freelance basis and have been forced to cancel orders from clients
as my internet is not sufficient to carry out my work. All in all, TalkTalk have
offered me the most appealing service and customer resolution that | could
have imagined. If you are reading this and are thinking of signing up to
TallTalk, I implore you to think again. They are charlatans and liars and will not
deliver you anything other than rank service.

9 Useful 2 Share
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Posted: 19th Mar, 2020 By: Kmagh4 ° 9w
Title: Very poor service
Very disappointing service. My broadband down for 4 days, and still not resolved. Have not

been able to work for past 4 days. After 2 days they seem to blame openreach. So will have to
wait for | dont know how many more days for it to be resolved. Very poor service.

Time With Provider: 1 Years
Package Name: Talk Talk
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Price increase on fixed price contract

In may 2020 | started a fixed 18-month contract at £23.50 per month with
TalkTalk. On the 29th March 2021 | received an email notification that my
monthly charge would increase by £2.00 to £25.50. | telephoned TalkTalk who
told me that they were able to do this under the terms of their contract
although | had received in May 2020 an email from them stating that it was a
fixed priced contract for 18 months. They told me that the price increase
would stand or that | could sign up for a further 12 or 24 months at a lower
monthly rental than | was currently paying. | did not want to take out this
option as all | wanted them to do was honour the fixed price contract that was
made in May 2020. | think this is unscrupulous behaviour by this company as
they are reneging on a contract that | made in good faith. Their price increase
has forced me to cancel my contract with them according to the terms of the
email | received this morning. However the long and the short of it is they
advertise a fixed price contract and then renege on the deal and as it is only
for a small amount of money Court Action is out of the question. They should
not get away with advertising a product that they do not honour. Actually they
did me a favour as I've cancelled my broadband with TalkTalk and found it
£5.50 cheaper elsewhere
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Reply from TalkTalk A day ago

Hi Ros B, if you still want or need help with anything related to this my colleagues
and | would be happy to help you can get in touch with us directly on our Online
Community (https://community.talktalk.co.uk/)

Ady -TalkTalk
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Updated a day ago

Dont believe the Advertising

This company cannot be trusted they promise no in contract price rises. Half
way through they increase prices. There call centres are in India staffed by
people with very poor English. When | told them | was leaving they offered me
a specail offer pay £6.00 a month more than | am paying now, do they think |
am stupid? The service is poor the speed changes regularly and there are a lot

of drop outs on the broadband. Never again.

Useful 2 Share

Reply from TalkTalk A day ago

Hi Stephen Harlow, If you still want or need help with anything related to this my
colleagues and | would be happy to help you can get in touch with us directly on
our Online Community (https://community.talktalk.co.uk/)

Ady -TalkTalk
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Mid contract price rise. Very poor consumer practice

TalkTalk clearly don't understand the concept of a contract. Yes | know they're
likely to reply on here that other competitors have raised prices, their terms
and conditions allowed them to do so etc etc etc but it's a weak company that
hides behind that. | feel sorry for all the staff who have had to defend this
policy, especially after many customers were sold a 'fixed low price
guarantee’, which until the last month or so was on their website and even on
the monthly "your latest bill is here" email notification. If you're moving to
TalkTalk, be aware that your contract price isn't worth the paper it's written
on, plus annually now they have committed to an inflation based price rise
PLUS 3.7%, funnily enough just enough lower for them to argue they're
remaining cheaper than BT (hardly a selling point). After quietly ditching their
fixed low price guarantee' they've been kind enough to add "more flexible
ways to pay", also known as pay a bit more and they pinky promise not to do
a mid-contract price rise. If you fall for that | have some magic beans to sell
you. I'm switching so that at least I'm not justifying this business practice. |
can pay a bit more, some others can't or are too afraid to switch in case their
broadband goes offline and they need to work.
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About your auto compensation credit

At TalkTalk, we're committed to providing great value and the best service possible for our customers. As part of

this commitment, we've joined the industry's automatic compensation scheme, which means we'll automatically
compensate you with a credit on your account in certain circumstances.
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Example

If you've reported that your phone and broadband has stopped working on Friday morning and
your service is restored the following Friday, you'd be entitled to compensation because we failed
to restore the service within the two-working-day limit (the weekend days are excluded) and
additionally £16.12 compensation because the total loss of service continued for two further full
calendar days. In total you would therefore be entitled to £24.18 compensation. Your
compensation will be added to your account automatically within 30 days of the fault being
resolved.

Remember if you're no longer able to keep an appointment, you must notify us before 12 noon on
the day before your engineer is due to arrive. You won't be eligible for compensation if you miss an
appointment.
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Middle Ethical Consumer rating for
environmental reporting

In August 2019 Ethical Consumer searched the Liberty Global website foran
environmental report and downloaded the company's 2018 Corporate Responsibility
report.

An environmental policy was deemed necessary to report on a company's
environmental performance and set targets for reducing its impacts in the future. A
strong policy would include two future, quantified environmental targets,
demonstration by the company that it had a reasonable understanding of its main
environmental impacts, be dated within two years and have its environmental data
independently verified.

The report discussed energy use, carbon emissions and electronic waste. Ethical
Consumer would also expect a company providing electronic equipment to mention
toxic chemicals, sourcing of raw materials and transport. Liberty Global was not
considered to have demonstrated a reasonable understanding of its main impacts.

The report stated: "We have committed to reducing our Scope 1 and 2 emissions by a
minimum of 50% by 2030 and 80% by 2050 from our 2012 base year. We will reduce
our Scope 3 emissions by 15% by 2030 (at 2012 base year)."

Italso had an annual target of improving energy efficiency by 15% each year until
2020 (since 2015).

Ethical Consumer could find no evidence that the report had been independently
verified.
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