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Re: Your ref: 225386871 Mr J Whittle's complaint
about EE Limited (Our ref:PNX-5712039-X0S5)
Reference Number: 27174915

Genaeral Information

Category Informaton Recalved

Direction Incoming

From i ———

Ta Amy Booton - amy. booton@cases, financial-ombudsman. arg, uk
Ce

Bco

Ragarding PHX-5712039-X085 Mr J Whittie about EE Limiled

Ouleamea

Sent Date 022028 171730

Senaitivity

Caonfidential No

Email Contont

Subject Re; Your ral; 225388871 Mr J Whittle's complaini aboul EE Limited {Our

ref: PNX-6T 12038-X055) Relorancs Number: 27174815
Giood aftermacn Amy,

| can confinm as you've advised, from the iInformstion already provided by EE, Mr Whithe's application
whs deckned dus 1o him not mesting EE's lending criteria. This is cormect

Whan Mr Whithle warl onkne 1o apply 1or 8 GAN device an Flax Pay, this is the only option thal a
cuslomer can procass onling hrough the EE Websils

Whan hie was refamed 1o a Store 1o discuss whal opticns would be avallable, a Store doas nol hold slock
of GAN devices, only brand new, GAN B exclusive io onling ordars

Cusiamars can only process a naw applicaton on Flax Pay onling, Subsidy contracts and Upgrades can
b completad over the phona. In the cass of MrWhittle it was he typa of device his was looking Tor which
the monihly cost exceeded his monthly spend limil of £60.20 inc VAT, hence why the order couldn't bs
processed,

The above is all tha Informaiion which we can provida



Thank you
Kind regards

I
Executive Complaints

*Calls lo this number ara frea of charge from all UK consumer mobile or landline phonas in the LK. If you
are calling from a differant phone, you should check with your provider whether there will be & charge for
calling 0800 numbaers. Our standard opaning hours are Bam to Bpm Monday 1o Friday, Salurday Bam to
Gpm and Sunday Sam to Gpm*

This emadl containg information from BT that might be privileged or confidential, And it's only meant for
thia parson abovie. I that's rol you, wa're sorry - we must have sent it 1o you by mislake, Please emall us
1o let us know, and don't copy or forward it to anyone sise. Thanks, We monitor cur email systems and
may record all our amalls. British Telscommunications pic RO : One Braham Stresl, London E1 BEE
Registerad in England: Na 1800000

On 171202025 0912, Jack Whittle weoie

Our raf PNX-5T712030-X085

Your refl 225388871

Dear SifMadam

Mr J Whittle's complaint about EE Limited

Thank you for your reply dated 8 December 2025. I've reviewed the evidence provided, and |
still need some more information before | can reach an outcoma on Mr Whittle's complaint.
Please accept my apologies for the reference to Threa in my prévious amail, this was
incoract,

What | need

«| appreciate what you have said about only the Credil Team having access 1o the delails
ol the lending decision. However, | will need this to be requesied from the Credit
Team. | need 1o check EE followed the comect process in declining Mr Whittle's
applhcation, so | will need to see evidence of how EE reached the decision, including
the cradil application and all the checks carried out such as any credil and afordability
checks, it may be heipful to explain, that this won't be shared with Mr Whittle if it is
commercially sensitive, but | need to review this mysalf to detérming |l the application
has baaen fairly declined

« From the evidence provided from EE, | think Mr Whittle's application was declined due to
him not meeting EE's lending criteria. Please confirm If this is correct.



« When Mr Whitlle initially spoke to EE, he was 1oid he was approved for a monthly spend
limit of £650.20, but he was not approved for a Flex Pay agreemenl. He was then
advised to go into store to discuss his oplions. Was he advised fo do this because the
slaff in slore could ensure he was provided wilh the correct type of credit agreament,
i.2. a8 bundle agreement rather than a Flex Pay?

« Mr Whittle was advised in store that he could only purchase a Good as New device
onling. I've looked at EE's websile and from a customaer's parspactiva il is unclear how
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 a Flex Pay agreement
online.

You can send this information to me by email or post - or give me & call if you'd like to
discuss il,

Pleasa reply by 31 December 2025, using the refarence number above. If you have any
questions about what |'ve asked for - please let me know,

i1 dor't hear from you by 31 Decembear 2025, | will consider tha complaint basad on the
information we already have. The rules that govern our service, spacifically DISP 3.5.14R and
DISP 3.5 9R(3), allow me to do this in the inlerests of resolving complaints quickly,

Your taxt hare

Kind regards
Amy Booton | Investigator | 02030666108
Financial Ombudsman Service | Exchange Tower, London, E14 85R
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