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7 % fair telecoms campaign

Companies in breach of new Consumer Contract Regulations

briefing

g

- using expensive telephone numbers for customer contact

On 13 June 2014, new regulations came into force, prohibiting use of numbers “not charged at
the 'basic rate'” for contact from consumers. They do not cover the financial services sector or
numbers used exclusively for sales to new customers.

Calls to all numbers beginning 07, 08 and 09 are not charged at the 'basic rate', as special charges
are imposed by some, or all, call providers.

Companies that offer telephone contact from customers must therefore offer numbers beginning
01, 02 or 03, as only these are charged at the 'basic rate' from all phones.

On 2 May 2014, we published a list of over 300 well known companies that had work to do to
achieve compliance. We are pleased to note that many have done so, but not all. There are also
very many examples of breaches by companies not listed here.

We cover what is required to comply by using cases of prominent companies that have wrongly
claimed compliance, possibly due to incomplete consideration of the issues:
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Examples of how the regulations may be breached

Company

Number

Use

Comment

British
Airways

0844 493 0787
0844 493 0785
0845 700 7706

Customer Enquiries and
contact about specific aspects
of contract

The regulations apply to ALL contact from
customers, not just complaints.

British Gas

0800 048 0202

Account Enquiries, by users of
landlines and mobile phones

080 numbers do not become "free to caller"
for mobile callers until 26 June 2015. A 'basic
rate' number must be offered until then.

National Rail

Enquiries

0845 748 4950

Enquiries about some aspects
of a train journey, contracted
by a train operating company

Channelling relevant customer enquiries
through a shared service operation or third
party does not provide exemption.

Sky TV

0844 241 1653

Upgrade of existing contract -
as well as new sales

Using the same number for both new sales
and contact about existing contracts does
not grant exemption from the regulations.

150/ 450

Customer Service Queries
from EE mobile phone

Charged at 25p / 50p per call (in some cases
only at certain times)

07953 966 250
07973 100 150

EE / Orange Customer Service
Queries from other telephone
services

The BIS guidance suggests that sole traders
be permitted to use their standard mobile
number. This cannot grant a legal exemption
to permit general use of 07 numbers.

0845 412 5000

T-Mobile Customer enquiries
from other telephone services

0844 873 8586

-
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Customer Service Queries
regarding Home Broadband

1/2

Offering only a 0845, 0844/3 or 0870/1
number for customer contact represents a
simple breach of the regulations.
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http://www.legislation.gov.uk/uksi/2013/3134/regulation/41/made
http://www.fairtelecoms.org.uk/uploads/1/1/4/5/11456053/traders_in_breach.pdf
http://www.britishairways.com/travel/ctclist/public/en_gb/About_Country=GB
http://www.britishairways.com/travel/ctclist/public/en_gb/About_Country=GB
http://www.britishgas.co.uk/help-and-advice/contactus-personal-details/contact-us.html
http://www.nationalrail.co.uk/contact/feedback/77668.aspx
http://www.nationalrail.co.uk/contact/feedback/77668.aspx
https://contactus.sky.com/uk/sky-tv/join-or-upgrade-sky-tv
http://ee.co.uk/help/get-in-touch
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/310044/bis-13-1368-consumer-contracts-information-cancellation-and-additional-payments-regulations-guidance.pdf#page=23
http://fairtelecoms.org.uk/blog.html
mailto:david@fairtelecoms.org.uk
http://fairtelecoms.org.uk/
mailto:david@fairtelecoms.org.uk
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3 Companies in breach of new Consumer Contract Regulations
& X - using expensive telephone numbers for customer contact

Well known companies in breach

Please note the comments made above about how the regulations may be breached. These apply
to those listed below. Each name holds a hyperlink to the webpage where the numbers are given.

Arcadia - e.g. BHS

ASDA

Bathstore

Carpetright

Cooperative Group

Gap

Iceland

JJB Sports (stores)

Lidl

Pets at Home

Sainsbury's

Shop Direct (Very, Littlewoods,
Isme, K&Co, Woolworths.co.uk)

alt-tickets.co.uk

ATG Tickets

Delfont Mackintosh
Football Association
gigsandtours.com
London Theatre Direct
Quay Tickets

Royal Albert Hall
Rugby Football League
Rugby Football Union
See Tickets

The Ticket Factory
The Ticket Sellers

Sports Direct International

Vision Express
Wilkinson

Panasonic

Sharp
Symantec

T

Onetel (Talk Talk)
Phones 4U

Sky

Avis

Enterprise rent-a-car
Europcar

Cineworld
Everyman Cinemas
Odeon

Showcase Cinemas
Vue

Champneys

easyGym
Fitness First

Weight Watchers

David Hickson ﬂ

Ticket Soup
Wembley Stadium

DHL
Fedex
Yodel

English Heritage
Historic Royal Palaces

London Eye
National Trust for Scotland

Britannia Hotels

De Vere

Hilton

Intercontinental Hotels
Principal Hayley

Q hotels

Ramada

Shearings
Sofitel

Co-operative Travel
Cosmos

Cresta

Haven

Hoseasons
LateRooms.com
Leger

National Holidays
Olympic Holidays
Premier Holidays

Saga Holidays
Sandals

Virgin Holidays

2/2

briefing 4

Aer Lingus
Air New Zealand

American Airlines
BMI Regional
British Airways
Citylet

Delta

Qantas

SAS

National Rail Enquiries
Traveline

Brittany Ferries
DFDS

First Group Buses
Irish Ferries
LD Lines

Megabus

My Ferry Link
National Express - C2C

National Express Coaches
Stagecoach Buses
Stena Line

Birmingham Airport
Bristol Airport

Gatwick Airport
Leeds Bradford Airport

LHR - Heathrow Airport (and
others)

Manchester Airport

Stansted Airport

British Gas

Daligas

National Grid

Scottish & Southern Energy - e.g.
SSE

Albion Water

Dwr Cymru Welsh Water
Northern Ireland Water
Peel Utilities

Scottish Water

South Staffs Water
South West Water
Southern Water

Veolia Water Projects
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http://www.bhs.co.uk/en/bhuk/category/contact-us-1020306/home
https://asda.custhelp.com/app/answers/detail_grow/a_id/768/session/L3RpbWUvMTM5ODI5Mjk4OS9zaWQvWERpKjJ5U2w%3D
http://www.bathstore.com/contact-us
https://www.carpetright.co.uk/customer-service/contact-us/
http://www.co-operative.coop/contact-us/
http://www.gap.co.uk/customerService/info.do?cid=2136
https://www.iceland.co.uk/contact-us
http://www.jjbsports.com/HarrogateVictoria-store-0390
http://www.lidl.co.uk/cps/rde/SID-ED66A092-51B95798/www_lidl_uk/hs.xsl/customer-service-helpline.htm
http://www.petsathome.com/shop/en/pets/contact-us
http://www.sainsburys.co.uk/sol/contact_us/contact_us.jsp
http://www.shopdirect.com/home-page/contact-us/
http://www.shopdirect.com/home-page/contact-us/
http://www.sportsdirectplc.com/contact-us.aspx
https://www.visionexpress.com/customer-services/contact-us/
http://www.wilko.com/helpguide/general-customer-queries/page/contact_generalqueries
http://www.apple.com/uk/contact/
http://www.dell.com/support/contents/uk/en/ukdhsc/article/Contact-Information/Customer-Support/customer-support-phone-numbers
http://www.dyson.co.uk/Support/CustomerService.aspx
http://www8.hp.com/uk/en/contact-hp/phone-assist.html
http://service.lego.com/en-gb/contactus
http://business.panasonic.co.uk/computer-product/contact-toughbook-support
http://www.sharp.co.uk/cps/rde/xchg/gb/hs.xsl/-/html/support.htm
http://www.symantec.com/support/assistance_care.jsp
http://www.theaa.com/aboutaa/complaints.html
http://www.greenflag.com/news/complaints.html
http://www.rac.co.uk/contact-us/breakdown
http://ee.co.uk/help/get-in-touch
http://www.onetel.co.uk/legal/contact-us.html
http://www.phones4u.co.uk/contact-us
https://contactus.sky.com/uk/sky-tv/join-or-upgrade-sky-tv
http://www.avis.co.uk/CustomerService/contacts
http://www.enterprise.co.uk/car_rental/contactUs.do
https://www.europcar.co.uk/EBE/module/render/my-europcar
https://www.cineworld.co.uk/contact
http://www.everymancinema.com/contact-us/
http://www.odeon.co.uk/contactus/
http://www.showcasecinemas.co.uk/contact-us
https://vue.secure.force.com/help/articles/FAQ/How-can-I-contact-customer-services/?l=en_US&fs=Search&pn=1
http://www.champneys.com/contact-us/
http://www.easygym.co.uk/contact/payment-enquiries/
http://www.fitnessfirst.co.uk/contact-us/
https://www.weightwatchers.co.uk/help/index.aspx?pageid=1073932
http://www.alt-tickets.co.uk/contact
http://www.atgtickets.com/customer-care/contact-us/
http://www.delfontmackintosh.co.uk/About/FAQ.asp
http://www.thefa.com/contact-thefa
http://www.gigsandtours.com/content/faq
http://www.londontheatredirect.com/ContactUs.aspx
https://www.quaytickets.com/
http://www.royalalberthall.com/contact/default.aspx
http://www.rugbyleaguetickets.co.uk/superleague
http://www.rfu.com/abouttherfu/contactus
http://www.seetickets.com/content/faq
https://www.theticketfactory.com/default/online/article/Contact-Us
http://www.theticketsellers.co.uk/contact/
http://www.ticketsoup.com/help/default.aspx
http://www.wembleystadium.com/Organisation/Contact-Us
http://www.dhl.co.uk/en/contact_centre/contact_express.html
http://www.fedex.com/gb/domestic/contact/
http://www.yodel.co.uk/contact-us
http://www.english-heritage.org.uk/about/contact-us/enquiries/
http://www.hrp.org.uk/AboutUs/ContactUs/
http://www.londoneye.com/contactus.aspx
http://www.nts.org.uk/ContactUs
http://www.britanniahotels.com/contact-us/
http://www.devere-hotels.co.uk/general/contact-us.html
https://secure.hilton.com/en/hi/feedback/hrwfone.jhtml
https://www.ihg.com/hotels/gb/en/customer-care/contact-us
http://www.principal-hayley.com/contact/
http://www.qhotels.co.uk/contact-us/
http://www.ramada.co.uk/contact-us-home/contact-us
http://www.shearings.com/contactus
http://www.sofitel.com/gb/contact/call_centers.html
http://www.co-operativetravel.co.uk/contact-us/
http://www.cosmos.co.uk/faq/holidays/contact-us/phone-us
http://www.crestaholidays.co.uk/contact-us/
http://www.haven.com/support/contact-us.aspx
https://www.hoseasons.co.uk/contact-us
http://www.laterooms.com/en/static/ContactUs.mvc
http://www.leger.co.uk/CustomerServices/ContactUs
http://www.nationalholidays.com/contact-us
http://www.olympicholidays.com/information/contactus.asp
http://www.premierholidays.co.uk/contact_us
http://travel.saga.co.uk/holidays/contactus.aspx
http://www.sandals.co.uk/contact/
http://www.virginholidays.co.uk/contact-us
http://www.aerlingus.com/help/contactus/
http://www.airnewzealand.co.uk/phone-numbers
http://www.americanairlines.co.uk/i18n/customerService/American_Airlines_Customer_Services.jsp?locale=en_GB
http://www.bmiregional.com/en/bottom-menu/contact-us
http://www.britishairways.com/travel/ctclist/public/en_gb/About_Country=GB
http://www.cityjet.com/contact-us/
http://www.delta.com/content/www/en_US/support/talk-to-us/customer-care-offices.html
http://www.qantas.com.au/travel/airlines/contacts-telephone-sales/global/en
http://www.flysas.com/en/uk/sas-global/UK-Help-Container/UK-contact/
http://www.nationalrail.co.uk/contact/feedback/48304.aspx
http://traveline.info/support.html
http://www.brittany-ferries.co.uk/information/contact
http://www.dfdsseaways.co.uk/customer-service/telephone/
http://www.firstgroup.com/ukbus/contact_us/?id=5
http://www.irishferries.com/uk-en/contact-us/
http://ldlines.co.uk/customer-care
http://uk.megabus.com/ContactUs.aspx
http://www.directferries.co.uk/contact.htm
http://www.c2c-online.co.uk/customer-care/contact-directory/index
http://www.nationalexpressgroup.com/tools/contactus.aspx
http://www.stagecoachbus.com/customerserviceonline.aspx
http://www.stenaline.co.uk/customer-services
http://www.birminghamairport.co.uk/meta/contact-us.aspx
http://www.bristolairport.co.uk/contact-us.aspx
http://www.gatwickairport.com/contact-us/
http://www.leedsbradfordairport.co.uk/contact-us
http://www.heathrowairport.com/help/contact-us
http://www.heathrowairport.com/help/contact-us
http://www.manchesterairport.co.uk/manweb.nsf/Content/ContactUs
http://www.stanstedairport.com/help/contact-us
http://www.britishgas.co.uk/help-and-advice/contactus-personal-details/contact-us.html
http://www.daligas.co.uk/contact-us-2
http://www2.nationalgrid.com/Contact-us/UK-Gas-Distribution/
https://www.sse.co.uk/ContactUs/OurPhoneNumbers/
https://www.sse.co.uk/ContactUs/OurPhoneNumbers/
http://www.albionwater.co.uk/about_contact-us.php
http://www.dwrcymru.com/en/contact-us.aspx
https://www.niwater.com/contact-us/
http://www.peel.co.uk/pwnl/contact/
http://www.scottishwater.co.uk/contact-us/customer-service/escalating-complaints
http://www.south-staffs-water.co.uk/about_us/contact.asp
http://southwestwater.custhelp.com/app/answers/detail/a_id/91/kw/contact
http://www.southernwater.co.uk/about-us/contact-us/call-us.asp
http://www.veoliawater.co.uk/services/veoliawaterprojects/

