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C Objectives and Scope

3. While this point outlines what the Code governs it does not say anything about treating customers fairly or reasonably. 
4 Scope 

This is written entirely from the provider’s perspective. It should include a paragraph saying that the Code sets out the principles and services a customer can reasonably expect from their telecommunications provider.
5 Objectives

Included under this headline should be a statement of principles including the “values” that underpin the code:

· Handling customer complaints promptly and fairly, and with respect

· Information given to customers should be accurate and easy to understand

· The role of customer contracts and the fact that they should clearly identify the provider as well as the consumer obligations

· The minimum standards of behaviour of good industry practice that a customer could expect

6 Exclusions from Scope
6.6, 6.7 It is not clear why those particular clauses would not be covered by the disconnection code.
E Disconnection Code Principles

9.The first principle should be to allow disconnection only as a last resort except for obvious reasons like safety, or reasons authorised under the Act.

The Code should set out that contracts with customers will outline the conditions under which customers can be disconnected.

9.2 If the provider is ordered by the Dispute Resolution Service to reconnect, this should be done promptly as well as without cost to the customer. There might well be compensation necessary if the disconnection has impacted materially on the customer.

9.3 Given that the marginal cost to a network operator for maintaining a dormant cable access lifeline calling capability is negligible (see 2007 discussion document on Telecommunications Service Obligations), providers of telecommunications services should be obliged to maintain that lifeline access despite a disconnection. The customer should be made aware of this through the contract.
G Use of the Service

18.1.5 This seems overly harsh. There may be exceptional circumstances like your house being broken into in your absence and the intruders making large numbers of calls, using internet services and paid for services over which a customer would have no control. 
H High Level process and Timings

22 The high level disconnection process is too fast. There should be at least seven days’ notice of warning of restriction (with three days’ delivery time); at least another five days’ written notice of suspension and then 10 days’ written notice of disconnection. 
J Monitoring and Enforcement of Disconnection Obligations

24. I refer you to the Electricity and Gas Complaints Commission Code C23 Consumer Complaint Resolution. This is written in a simple and fair way pointing out the obligations of each party.

Summary

It is useful for the telecommunications industry to be providing a Disconnection Code but it could look at both the Bankers’ Code and the Electricity and Gas Complaints Commission’s codes to develop a tone and manner that sets out a more respectful, two-way agreement between the customer and the provider.
