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Code of practice terms and conditions

1.1
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An introduction to our company
and our services

Weare a company withintheTesco
Stores Ltd group that delivers mobile
telephone services to customers.
Whilst we may not provideall the
component parts of our services
ourselves we do take the responsibility
forthe services delivered to you and
will liaise with our suppliersto ensure
thatany problems with their services
are promptly resolved.

The purposeof thiscode of practiceis
toinformyou aboutourproducts,
services and customer care policies.
This code of practice has been
prepared in accordance with
guidelines published by Ofcomrelating
to the Communications Act 2003.

How to contact us
CustomerEnquiries:
By phone: 03453014455

(8am - 9pm Monday to Friday; 8am - 8pm
Saturday; 10am - 6pm Sunday and Bank
Holidays)

Contact Customer Care team.
By letter:

Tesco Mobile, Arlington Business Centre,
Millshaw ParkLane, Leeds, LS11ONE

Our commitment to you

Weare committed to providingyou with the
highest quality of customer service. Our
companydeliverstoyou
telecommunication services purchased
fromwholesale provider(s) carefully chosen
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by us toensurethat we can offeraquality
service to you and we make every
reasonable effort to supply the services
that satisfy yourrequirements. Weworkto
all relevant laws and regulations.

Our product portfolio
Mobile voice and data services
Directory enquiries

Voicemail services

You may purchase our services by calling
0845600 4411, by purchasinga productin
anyTesco Store, or by goingto our website:
www.tescomobile.com

Marketing

Weworkto the principles within the British
Code of Advertising, Sales Promotion and
Direct Marketing, which may be found on
the website, www.cap.org.uk

Generallywedo business on pay-as-you-
usebasis subject to service terms and
conditions, copies of which are available to
you on request. If you have any questions
onourstandard service terms and
conditions please phone our Customer
Careon 0345301 4455.

Thereis no minimum contractforour
service and we aim to provide a mobile
telephone serviceimmediately upon
activation of the mobile when switched on
forthefirst time.

Cancellations

PayAs You Go: You mayend your
Agreement with usbyno longerusingthe
Tesco Mobile phoneor by calling Customer
Careon 0345301 4455and requestinga
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http://www.tescomobile.com/
http://www.cap.org.uk/

6.2

7.1

disconnection. If you stop using Tesco
Mobile or request adisconnectionany
credit onyouraccount willnot berefunded
andyou mayloseyour mobile phone
number.

PayMonthly: You may end your Agreement
with us by calling Customer Careon 0345
3014455and requestinga disconnection.

Repairs

Tesco Mobile offera 12 month warranty
fromdate of purchase; this may be
extended furtherdependingon the
manufacturer of your handset - If your
mobile handset developsafaultorto
enquireif yourhandset requires repair
please call Customer Careon 0345 301
4455,

Price lists

Please visit our website orcontact
CustomerCareon 03453014455 for price
lists forour services.

Mobile Directory

You mayaskusto includeyourMobile
Phonenumberin atelephonedirectory
and/oradirectoryenquiry service.
However, you shouldbe aware that, if you
request this service yournumber willbe
made accessible to companies that compile
informationfor marketing purposes. If you
are worried about this, you can preventit
from happening by registeringyour mobile
phone number with the Telephone
Preference Service on
www.tpsonline.org.uk. If you want your
mobile phone numberto beincludedin a
directoryand ora directory enquiry service,
please contact Customer Services. If you
would like to receive a copy of the
directory, contact Tesco Mobile Care, who
will beableto arrangefora copyto besent

10.

10.1
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you and adviseyou of thecharge.

Billing — Pay as you go

Our provision of serviceis based on the
purchase and topping up of airtimein
advancebyVoucher, credit/debit card or
by e top-up at participatingretailers. The
usage of theairtime credit is real time as
the services are used. Itis possibleto check
theairtime balance of a Tesco Mobile at
anytimedirectly fromthe handset by
diallingthefollowing: *#10#.

10.2 If paperrecordsof yourcallsortop-upsare

1.
1.1

1.2

12.

12.1

13.

13.1

required for VAT records or other purposes
please call Customer Careon 0345 301
4455,

Number Porting

Tesco Mobile know that keepingyour
existingmobile number can beimportantto
you and therefore willwe will transferyour
existingnumberforyouin 1workingday. To
initiatea number transferyou willneed to
haverequested and been given a PAC
(Porting Authorisation Code) number from
you existingnetwork, that you then passto
us.

If you wish to take your Tesco Mobile
number to another network, please callour
CustomerCareon 03453014455to
request the PAC number.

Complaints

Should you have a complaintabout our
service please contact Customer Careon
0345301 4455. SeeourCode of practice
forcomplaints handlingin section 17.

Statement of social responsibility

Weview the problem of malicious calls very
seriously and work closely with the police
and otherswithin the telephoneindustryto
tackle it. If you are unfortunate enoughto
receive malicious ornuisancecalls, please
call Customer Careon 03453014455to
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reportthemand forinformationon howto
deal with the situation.

13.2 Weencourage parents to register the

mobile on behalf of the minors and take
responsibility in customer careenquiries.

13.3 Weare aware that the mobile can provide

accessto premiumservices includingadult
content through independent companies’
text services. We offer the ability to our
customers via Customer Careon 0345 301
4455torestrict the use of premiumtext
services.

13.4 Wefully support thelegislation introduced

by the Department for Transport, fromthe
1st December 2003 banning the use of
handheld mobile phones whilst drivingand
we promotewithin ourstores awiderange
of complementary hands-free accessories.

13.5 Within our stores weencourage the

14.

14.1

15.

15.1

16.

16.1

recycling of old mobile phones with a
donationto charity foreach handset
recycled.

Services for customers who are
older or who may have a disability

Weare committed to helpingour
customers communicate easily. If you have
difficultiesreadingourliterature orany
other condition that we can support with
pleasecontactus.

Data protection

Tesco Stores Ltd is registered with the Data
Protection Agency to hold information
necessary to supply servicesto our
customers.

Useful addresses

Ombudsman Services: Communications, PO
Box 730, Warrington, WA4 6WU. By

phone: 0330440

1614. http://www.ombudsman -
services.org/communications.html.

17.
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Code of practice for complaints
handling

Introduction

Weare committed to providing you with the
best possible mobile telephony service.
However, despite our best effortsthings
can gowrongand when theydowewantto
know so that wecan putthemrightas soon
as possible.

This code of practice gives informationon
how to contact Tesco Mobileand the
procedures we follow to resolve complaints
about sales, charging or general service.
This complaints handling code of practice
forms part of ourcommunications
consumer code of practice, available above,
and from Customer Careon 0345 3014455.

17.2 If you have acomplaint

Please telephone Customer Careon 0345
3014455. Our Customer Care Advisors will
ask you aboutthenature of yourcomplaint
and seek to resolve the problem whileyou
are on theline. If thisis not possible we will
agree a course of action with you.

You may also submit yourcomplaintin
writingto:

17.3 Tesco Mobile, Arlington Business Centre,

Millshaw Park Lane, Leeds, LS11 ONE

17.4 Contact Customer Careteam.

Duringanydiscussions we will protect the
privacy of the informationthat we hold on
you.We may haveto askyou questionsto
confirmthatweare speakingto the right
person.

17.5 Escalation procedure

Should yourcomplaint not be resolved to
your satisfaction following this procedure,
the complaint may be escalated within the
company.

If you would like take this matter further
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you are statutorily entitled to refer your
complaintto an alternative dispute
resolution scheme. We are a member of
Ombudsman Services: Communications,
who offer freeindependent helpto sortout
disputes. They will tellyou whetherthey can
help andif not, they will tell you aboutany
otheroptionsthat maybeavailable to you.

Ombudsman Services: Communications, PO
Box 730, Warrington, WA4 6WU

By phone: 03304401614

www.ombudsman-services.org/
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