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Re: Your ref: 225386871 Mr J Whittle's complaint
about EE Limited (Our ref:PNX-5712039-X0S5)
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Regarding PN X 5712039-X0S5 Mr J WhMa about EE Limited

Outcama

Sent Dale 30/12/2025 17:17:30

SonSlllYlty
Conftdenual No

Eman Content
Subject Re: Your ref. 2253SM71 Mr j Whittle’s complaint about EE Limned (Out

rcf:PNX-67T203g-XDS5) Reference Number: 27174&15

Good afternoon Amy,

I i.jii confirm as yuu’ve udvisud kumlhu it lurmution Ire.idy p'DVidud byLE M* Wi Ihr s apJicaLon
was neckneri rti|e fa him not meeting EE'S lending enferfe This i? corned

WhenMi Whittle went Dnlme to apply tor a GAN device on J lox Pay tills It thfl Only uptiD’1 IhaI a
cuBtomer can proce^e onl ne throughIhe EE Website

When he was referred to a Stone to discuss whai options would be available a Store does not hold stock
at GAN EJevioeB, only brand new. GAM rs exclusive Id amine orders

Customers can only process a new appilcal on onFlex Pay wiBna. Subsidy contracts andUpgrades can
be completed over toe phone In |he case of Mr Whittle H was the lype ol device he was looking for which
the mcrrthly cosl lotoiiaded his monthly apend limit of £50 20 inc VAT. hence vmy the order couldn't be
prwMMd.

1he? above ib dll 1Ihj IrJurmalion which we can provdc-



Thank yon

Kmd regards

Executive Complaints

JCal & to this number are free nt charge from al UK consumer mob le or landline chores in the UK. H you
are eating from a different pbone, you should chedi with ywr provider Whether there wllbe a charge for
calling 08D0 numbers. 0uT standarc opening hours are Barn Ln Bpm Monday Io Friday, Saturday Bam Lc
6pm and Sunday Bem to Gpm"

This email contarns Infbmwtion from Bl that might be privte^ed or confidential And it s only meant for
ths person above. IF hnl's no! you, we're sorry - we musl have sent it tn you by m-slakc. Please email ls
to let us know, and don't copy of forvard ft to anyone else Thanks. We monitor our email systems and
may record all Dur emails. British Telecommunications pte RAD : Ona Braham Street, London E1 BEE
Registered in England t+o 1000000

On 17/12/3025 O9;12. Wk Ah.1 1 k- ^h-

Our PNX-5712039-XCS5
¥W nf 2253^571
Dear Sin'Madnm
Mr J Whittle's complaint about EE Limited
Thank you for your reply dated 9 December 2025. I ve reviewed the evidence provided, and I
still iwd some mofB information before I can reach an outcome on Mr WTullIu’s compiaJni.
Please accept my apolog es for foe re fen-nee to Three m my previous email this was
incorrect.
What I need

I appreciate whal you have said about only the Credit Team having access tD the details
of the lending decision However, I will need this to be requested from foe Credit
Team, I rwod to check EE fallowed the correct process m declining Mr Whittle's
application, soI will need to see evidence of how EE reached the decision, including
the credit apfideation and all the checks earned out such as any credit and aflordabilhy
Checks Ft may ho helpful to explain, that foil won t be shared wdh Mr Whittle if ii is
commercially sensitive, but Ineed to review this myself to determine if foe application
has been fairly declined

•From Khc evidence provided from EE, I think Mr WTutrlo's application was declined due to
nim noi mealing EE's lending cnlena Please confirm ii Uns is correci



When Mr Whitite Initially spoke 10 EE .ne was to<d he was approved for a monthly spend
limit of £50.20 bul tic was not approved for a Hex Pay agreement. Ho was then
advised to go into state 1o discuss his Options Was he advised to do this because the
staff m store could ensure he was provided with vic correct type of credit agreement
i e a bundle agreement rather than a Flex Pay?

•Mr Whiffle was advised in store that he could only purchase a Good as New device
online. Ra looked at EE's website and from a customer's perspective it is unclear hew
a customer can ensure they're applying for the correct agreement type Please
explain how a customer can make sure they re not applying for B Rex Pay agreement
online.

You can send this information to me by email or post or give me a cal if you <J like to
discuss it.

Please reply by 31 December 2025, using the reference number above. If you have any
questions about what I ve asked for please leime know.

If I don't hear from you by 31 Decamber 2025 t will consider the comptaim based on the
information Wb already have. The rules that govern our service, spe&ficalty DISP 3.5.14Rand
CUSP 3.5.9R(3), allow me to do this m the interests of resolving complaints quickly.

Your text here

KM regards
Amy Booton ] Investigator |02030696100
Financial Ombudsman Service | Exchange Tower, London E14 9SR

Ihrs amall has been sent securely u^nq Tl£entrypiion.

Ihi-s- email it coveied by oui email ^tedauner.
Ihit email was sent from financial Clmbuds'llan Serv.ce Ltd. Registered in England r'd Wales Registered Number
5715015 Heg.sieied &1ite: Endienga lower Londor\ E14 4SR. Umled Kingdom
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