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be withdrawn on SP-specific basis — This facility will only be invoked by
Openreach under formal instruction from Ofcom to counter CP abuse of C/O
facility

Ref
Actions for Improvement
CP - weakness Major Weaknesses (W)
Required E’rinciples (from Consumer event Scores ! &
1l 1 PR "
— 5" Oct’09 hosted by Ofcom) Contributing Factors (CF) Ref Description 8\)Nner Timescales
With
Total evidence
1 1 GC24 — CP Compliance
Consumer Friendly & hassle-free -All CPs to implement steps necessary to be fully compliant with new GC 24. SPs Dec 2010
2 GC 24.7-24.8 - Post -sales info — Letters content
2 -Industry to review, update & adopt industry-agreed' LP/GP Notice of Transfer SPs
Letters templates in terms of minimum mandatory content MPB Dec 2010
the need for a simple, convenient process; - should contain clear |nf(_)r_mat|on about early termination charges and other
relevant contractual provisions.
11x 5x -MPB to lead
3 GC 24.9-24.10 - Customer Termination rights...also...
3 -At a minimum, Ofcom expect that Customers should be able to terminate using
the three prescribed contact methods set out in GC24.10 (i) to (iii). — Phone,
that there should be minimal effort on the part . email, Post - Ofcom would also expect that there should be no onerous or
of the consumer in order to switch: W1 - Consumer Protection expensive administrative steps or conditions to be followed, such as onerous
CF1/1 — Consumer under/mis-informed validation requirements or complex IVR systems
P . . - CPs to confirm compliance via MPB SPs Oct 2010
CF1/2 — Intimidating letter from Losing SP P
I e CF1/3 - Cancel Other mis-use by Losing SP
4 CF1/4 — Losing SP does not ‘do’ cancel other 4 GC 24.14-24.18 - Cancel Other process-CP compliance
Protects the Consumer . -All CPs to implement steps necessary to be fully compliant with new GC 24.14
W2 - Hassle-free experience t0 GC24.18 . o
CF2/1 — Consumer hassle - CPs to confirm compliance (or plans to become compliant) via MPB SPs Oct 2010
5 the need to minimises instances of mis- 5 GC 24.17 - Cancel Other Reason codes
selling/slamming and other unfair practices; )
6 W3 - GC24 Compliance & Ofcom Enforcement -Review & update ‘industry agreed' list of Reason codes
; CPS/WLR codes are different to MPF codes
CF3/1 - GC24- Poor Comp“ance & Weak MPF codes include C/O code for ‘customer changed mind' which is in breach of
Enforcement GC 24.172?
-MPB to lead industry review of current arrangements and develop improvement | MPB Oct 2010
plan
28x 20x -OR to Implement improvements OR tbc
-CPs to adopt new improvements SPs thc
that consumer should be fully informed 6 Ofcom Measurement & Reporting - Enhancements
throughout the switching process; ;eDgl]/i(re(Ie(:r?en%slmplement cancel other reporting capability in line with Ofcom OR Sept 2010
-Develop/extend RID capability in line with Ofcom requirements (SOR refers) OR thc
-Develop & implement capability for Ofcom to retrospectively identify SPs OR tbc
involved in recent transactions to aid consumer complaints investigations
- C/O Facility withdrawal tool - OR to develop capability for C/O capability to OR thc
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the need for a quick and reliable process;

continuity of service;

that the process should be able to map across
different sales channels; (e.g. Telesales, Web-
site, etc

« the ability for consumers to be able to
transfer more than one service at a time;

the need for a cost-efficient solution.

2X

2X

3x

3x

Fact

Fact

Fact

1x

W5 — AOT process is not quick and can be

unreliable

CF5/1 — Erroneous Migrations
CF5/2 — 10 day cooling off period

W6- Loss of Service

CF6/1 — Consumer not informed that they may
lose their broadband for a few days

W?7- Inconsistent consumer experience when

switching BB (i.e. on its own vs part of
bundle)

CF7/1- Additional need for a MAC

WS8- Costly process

CF8/1 - Significant and increasing Postal
charges.

above

-OTA leading industry-wide initiative

Erroneous Transfers due to address errors

- OR to resolve all 'Address Data integrity' issues (e.g. fool's gold issue) to
mitigate the real risk of 'migration’ orders being directed at the wrong address.
-This issue is particularly acute when the existing service is 'MPF-based' as it
requires the Gaining CP to use 'address-matching' tool to confirm correct line to
be migrated.

GC 24.7-24.8 - Post -sales info — content.......

-Review & update 'industry-agreed' Letters process such that Consumers are
better informed regarding potential disruption to service

-MPB to lead

Consumer confusion
-Requires Policy decision — Strategic Migrations Review

MPB
SPs

Ref
Actions for Improvement
CP - weakness Major Weaknesses (W)
Required I;’rinciples (from Consumer event Scores I &
1l 3 T -
— 5" Oct’09 hosted by Ofcom) Contributing Factors (CF) Ref Description 8\)Nner Timescales
With
Total evidence
7 where problems occur, the need for 4x Fact 7 Establish Emergency Restoration Process
consumers to be quickly restored to where .
they want to be; W4 — No Emer gency Restoration Process -Develop & establish new 'Emergency Restoration' process - Potential to create | OTA
virtual network of back-office expert teams so CPs can collaborate in the event OR tbc
of requiring rapid service restoration SPs

Dec 2010

Oct 2010
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