Ombudsman Service

EE Response
Today's date 23 September 2025
Case reference PNX-57 1 2039- 0055
Name of complainant Mr Jack Whithe
Customer name Mr Jack Whitte
Customer telephone number/oc count number 225384871

Date account opened

N/A = ACCount moctive

Coniract dates M A
Package Type (inc minimum speed guaranies if
| opplicable) N/A
Term of Loan Agreement N/ A
Current cancellofion charges (i applicable ) M A
Device on Loon Agreement MN/A
Cose hondber -
Oce of Fneh Rempanes 20 Augus! 2025 —see oppendia 2

EE evidence lo custameirs clalm

Summary ol cuslomer's lssues

a  Credlt Chéck and Fex Poy Davice Finance opplcalon cdecined
o Tha cuslomer would lee EE o allow him o loks oul e conloac

Kay Intormatlon:

Accounl Notes - [l.&,, genarol Cultomer confact, Imancial iInformotion. mobile Isephons oc ivolon
wapenEon, cancallolion) om applied 1o o cusiome' s occount whan o regques! ol iInformofion of on octivily
o e comad oul on he occount has been recaved Dy a mamber of EE Le. cusloma: serviced of Dy
auiomolad gystem roceds, Thske notes o nefomead for Businets DuEoset and I NS wiln M reouremen
undaer Genoral Doto Protechion Regulations [GOPR) are outomaiically delated wihen ihee & no lurihes
reguiramani o retaln inem. Wa have no hethey presaen-alion copabiiity, ond e occoun! noles ons not
copled as orchive 1apes nor are they slored on any other media. Once deleled from ouwr yilems, they ore
not avoskabla n any 105 whatioaver,

Call Aecords - Wa recard ol lol raifming ond gually purpdass, ond Hese ofe Msd 1o7 up 10 12 monifd., ' We
do nal hold or record ramcripts of convenoliont with memibes. of our Cuniormen JarviCE. HowaY e, wihemn
spoken 1o o note regonding the noture and contant of the converalion may hows Deen ploced on Ihe
customer's accoun!, Pleoie be advised that the durotion of o coll to our cuslomer IBnice & nol ecoried.



Please note = As the business declined to approve the customen’s appicabon for o Fex Pay agreement. no
contract documentation hos been aogreed ond themefore hos nol been suppied o3 port of ths cose fle,

Timeline of evenls

23/7/2025 - The customer applies for a Fiex Poy ogreement, and due fo this o credit check & paerformed in
Ene with our sales process, A tentative occount 5 opened os part of this coplication. ond ofter a review the
customer's opplicotion & declined.

The custormner is eligibke for a subsidy confract o & refemed fo Store fo look of ovalobie opiions of Good o8
HNew [GAN] device offers.

24,7 F20R5 <257 /LS The Executive Compicnts Teamn [ECT) receve the cusiomer compicnt emcs and
they advise thal he can look at o subsidy confract. as Mr Whittie only wonity an Phona.

257772025 - Our Credit Relarmak taam reply 1o the customer via emall and advas thal our credil! scofing
policies must rermain confidential to be effective. and that they are unable fo provide further informotion
either on the customer’s applicafion or our genaral critkera for moking such deciions.

17/8/2025 -17/8/20258- Mr Whittle ogress the offer of credit from ECT by email: and ECT ogree to get tha
aranged. They acknowledge the sarvice expenance he hod odvised instore. proposing o resolution of
£50.00 inc VAT refund,

(PMlease see Appendix 4L 7)
20/8/2025 - ECT process Ihe request lar o Chegue refund and fney send the Finol Besciution Letier [FEL)

Kelevani Terms L condlilons

EE ooy menthly plan TACS for Fex Poy customen - rom 21 Nov 2034 [ckek fo be taken 1o the herms)
Hex Poy Explained | tobile Helo | EE
Cradit Fles Explained | Biling ond Payrments Heip | EE

| understand Mr Whilthe's upsa! and frustration with our decision 10 decing his appbcotion for o Flex Pay
cradll agreement, and | appreciale his ralionols in contaching v 1o hove The maolies rescived,

Pmcse saa (ha Termi aond Condifions o eferencec above

As 0 responsible lendsr commitied 1o octing n the Bast interasls of our Customan. EE rédarves e nght 10
apply conlidential intermol critela whan considenng opphc ation ol Fes Pay credl! agreements, ond ou
lingd declslon an approving o declining seh reguests b bowd on croW releencing hess crilena «wih s
inlormation we recalve rom the opplicont themielves alangaids e Cred! RBeference Agencis

o A% dvisad By our Cract Refermol ond Complomty WSams, Thess cnbeno om COormimercioly 3enTve n
nafura, and wa do nol revadal The iInfarmaton undar ony crcumalonces Bolh ol on anll-Froud meorre ond
o protect tha Inhegrity of owr busmess oparafions. Furtharmons, wa om under no Bgal cbigoiion o provics
wch intarmation fo consumer’'s whose aopplications we have declined 1o approve. ond o woh we ore
wnable agrées o Mr Whittle's requétted remeady.

wWhaén | have reviewad Mr WhitHa' s nlaracions with our Sulhomar Iervics Quickin. | ©ON e o Srvices
Tailkrgs and all guides odherad 1o 1he comec! poic ond procedunes,

The complaint cose folowed the cormact stepi in ine with ou compiamby code of practce, and o referal
leatter was issued in o fimely moanner,



-Twouid like to apologse o Me Whithhe for the ssue foced. as | do appreciale thot fis hs been o nefiaiing
exparience far him,

. When ECT investigote Mr White's comphalnt iumey, they ackndeiedoe the ime he has spent indiore: and
43 they canndl evidence whaol was discussed by an irgiors Guidke, ey piovide e Cusiormes with, on
apaiogy and £50.00 inc VAT, which the customer did agree and the refund reguest wos confirmed by EE
Customer Payments Team fo ECT by emoil. -See Appendix 71 8

Bosed on the cose file and supporting evidence, | do nol uphold Mr Whitlle's comploinl ond remedy
reguirement.

Mr Whittle has occepted o goodwill credit from ECT. for the instore experience; and this has been processed
for the total of £50.00 inc VAT by Chegue refund.

| propose no lurther remedy or award.

Supporting evidence

Appendlx | = Cuslomear Complaint Surmmony

Appendlx 2 - Anal Resolution Letier

Appendix 3 - EE Case File

Appandix 4 - Account Noféd

Appandix § - Acknowladgement Lefier

Appandix & = Elgiblity and Alfordabllity Criteria = Flax Poy
Appandix 7 - Whittle Email Agresd Resolution











