
Ombudsman iervlce
EE Response

Today's date 23 Member
Case reference 1 2039-X0S5
Nome of complainant J* Jac Wtwttl©

Customer nome Mr Jac* whntte
Customer telephone number/account number 22533oatl
Pate account opened n/a- Aacc mt nocrive
Contract dates WA
Packoge Type (Ine minimum speed guarantee if
applicable) N/A

Term ol loan Agreement N/A
Current cancellation charge! [if applicable) N/A
Device on loan Agreement N/A
Case handler

Date al final Response 20 Augvit 202$ -see appendix 2

EE evidence to customers claim

Summery ol CLiitomefs times

« Credit Check and Ilex Pay D«vmo finance op:pH .utior. dc-c^-u

• The cuilomer would Mee Ef ro allow him io taka our the conrroct

Key Inlormotlon

Account Nolei fl a. general cmturner contact, tmoncrcl inlormaiion. mobile tetept'o™ochvaiioi.
suspension, cancellation] are applied to a customer'! account whan a requesf tar rMarmattofi or mociMfly
to be conied out on the account hoi boon roceivea by a member or EE i.e cmiorrw wees orby
auto™ted system process, these nares are retained tor business purposes and m me me foaueornank
under General Chafes ProlocliOh HcQutalmm |GOPP) are OU* irnaf. ally doetod ^nen mere i no turner
requirement to retain them. We have no further prewvoHoo capabHIty. and the account nates are no*
copied as archive tapes nor ate they stored an any other media Once deleted *pmax systems. they are
not Qvo'uqciitT m any term w«Kitsoevcr

Call Records We record calls for training and quality purposes. and those are heldio up to 13 mon**i. We
do not hold or record transcripts at conversations with memben of our cmfonw nMch.how*w. **on
spoken to note regarding the nature end content of the conversation may have beenplaced on the
customer's account. Pleaw be advised thqt the durtjtlort al a co* to cm tmwn*r lerv-cm e no* recorded-



Please nola - As <he buatiesS declkred to approve Ite puston-er'japp cdt ar ter Fer Par o^ee no
Contnxtf documentation has beenagrees and therefore has not been 5 ®p*ed os m*1d th 5 case Ffe

Tlmelirie ol everls

23/7/2075 -The custom?' applies frv a Fh=. F s r agreem^n' M -i^e ’n 'nn a -recbr -her- : -
ine with our sales process. A tentative accounts opened as parr of tris appfication. and after oreview The
customer's applicationb declined

1he customer is eligible for a subsidy cUrtrad110 is referred to Slore to 100« a t avootjte op* we of &xxi as
New (GAN| device oilers.

24/7/2025 25/7/2025 the Exec Jive CeHTip.a- r: Tua'r 'EC'l recc-e me 0Li'yn<'' .m j-.' e "O a- .
they oeMsfl IhaI he can leak al d subtley contract OS Mr Whrtte onh wants an fftione.

25/7/2025 - Our Credit Relerrah team reply Io the customer vra emailnndctdvse rhal our crecit setmg
policies must ramgin cgnfidentic! tg be effective, and that they are unable tqprovide further niarnotijn

eitheran the customer's application gr our general enteria Fer mating such cJecrsons-

17/3/2035-15/4/3025- MrWhirtie agrees rhe offer of credit from ECT py emafc and ECT agree " ge'inis
arranged. They acknowledge the service experience ne had advwd mtore proponeg c resow an of
£50.00 inc VAT refund
(Hsoh see Appendix 4 & 7)

20/8/2025 -ECt pfocBss the request for a Cheque refund emd mey send the find Resotutton Letter (WlJ-

Relevanl Terms1cOndlllDns

FF pny monthly plan T&C* Iqr Flex Pay customer - hnm ?’ Nov 3024 [dtk tq tie taken tgIne terms]

ftax Fav faclalnad I Mobile Help I EE

Cfpdli Files > Kpiaint* 1 Bill ' U and Payme'Us neip I E£

Conclusion

undefUcnd Mr Whittle's upwi and frustration with our decision to dectoeiTtoQppflccfan tara fie* F07
credit agreement, andI appreciate his railenale In camacting us to have the matter rnetved-

Ptfla^a san Ihfl r'entii and Conditions CHtetarenced above

At 0 rMponjibie lender comm+tiod to acting w the belt ^tewt} of o^ cw5tamm. EE rewoimenghi ta
apply confidential Irtleau trlloda when considering appheonem Fie* Par Cretff ctyecmenlt and ft*
final decision on approving ar declining >uch requests a based an crourtrie*enckig these aritena with the
Warmc tian we receive from the applicant themselves alongdds the Credit Bwtarenc* Agencies

As odvted by our Credit Retanols end Compiamii rooms, ttwe crirva are ccmnwciofy mMre in
ngturn, and we do nol reveal inn InTcrmqtiton under any crcumsTcjnees twMh m an anh-fraudmeaue tjnef

to protect the Iniegnty at our buimejs opera twti. Furthermore, we are under no begot ot^goAon 10pwdr
woh Intomotlon to coHMTWt whore appiicciwni we have declined toapprove cnaai tuch *re are
uiHJtjid agree 10 Mi Whlttiahi requested remedy

When I have reviewed Mr Whittle ' s mcfoctionj wlih exx customer service gades. 1 con see noservice
toHngi andclguides adhered to the cancel poHcres andprocedures,

The complaint case Followed the correct steps in Ine with out comp4anh code alpredtc enda nriems
setter was issued in a hmuiy manner



- 1 wcu'd like t& Opofogise (o Mr Whittle for the csue faced mI do appreciate fhCrt ttrs hcc been tnusticrfiig
experience tor him,

W^en ECI investigate Mr wriM^'s complaint journey th*, octncv edge -e ‘-t* he 'o; soent m ‘ore cr
os (hey carmci evidence whot wed discussed by art instore GUde they pra*ide trw eiMfonw w ?r
apology anciMLi1 nc VAT; which the Customer d agree and the re I nd request was czonfrmed by EE
Customer Payments Team to ECT by empi; -See Appendix ?i|

bated an me case HLe and iMpcwiln^ evidence, i d& not uphold «i whiti < « compic«ii or»a lemedy
requirement.

Mr Whittle has accepted goodwill credit from ECT for the instore experience and thus has been processed
for the total al £5Q.M Inc VAT by Cheque refund.

i propose ho fudher remedy or award.

Supporting evidence

Apparidix I - CustDinur Complain: Summery
Appendix?- Enml Respiluhon Letter
Appendix 3 - EE Case File
Appendix 1 Acenont Notei
Appendix 5 - AekrtdWledgfirTiftnt Letter
Appendix Slgiblty and Aftordobfli'ty Cire' a - Hex Play
Appendix 7 - Whittle Email Agnsed Resdutfcri








