


We are delighted to have been given the opportunity to provide aimm Members with Alternative Dispute 
Resolution (ADR) services to resolve any disputes with consumers and small businesses where an “impasse” 
prevents direct resolution.  We believe that this service will be a benefit to aimm members enabling an 
independent review of the facts with a final report that can be used to guide the consumer’s telecoms operator 
or the premium rate regulator. The potential saving in dispute management, administration and legal costs are 
significant as well as fully informed outcomes viewable on our advanced case management portal. 

CommsADR is part of Consumer Dispute Resolution Limited (CDRL) and is a scheme authorised by the 
Secretary of State for the Department for Business, Energy and Industrial Strategy and Ofcom for Comms 
ADR. CDRL is divided into 4 distinct divisions: the dominant ADR scheme in the retail sector where CDRL is 
authorised by CTSI under The Alternative Dispute Resolution for Consumer Disputes (Competent Authorities 
and Information) Regulations 2015 to provide ADR for disputes relating to online and instore purchases.

About CDRL
CDRL scheme authorised by the Secretary of State for the Department for Business, Energy and 
Industrial Strategy, the Civil Aviaition Authority (CAA) and Ofcom. CDRL is divided into 4 distinct 
divisions:

the dominant ADR scheme in the retail sector where CDRL is authorised by  CTSI 
under the The Alternative Dispute Resolution for Consumer Disputes (Competent 
Authorities and Information) Regulations 2015 to provide ADR for disputes relating 
to online and instore purchases.

the dominant ADR  scheme in the aviation sector where CDRL is authorised by the 
Civil Aviation Authority under The Alternative Dispute Resolution for Consumer 
Disputes (Competent Authorities and Information) Regulations 2015, and as such is 
designated by the Department of Transport to provide ADR for disputes between 
passengers and airlines / airports.

the subject of this scheme document and approved by Ofcom under The Alternative 
Dispute Resolution for Consumer Disputes (Competent Authorities and Information) 
Regulations 2015,

the ADR scheme for non-regulated utilities complaints. UtilitiesADR is the official provider 
of ADR for British Gas, EON and SSE.

Comms ADR comes complete with its own web site, email addresses and 
contact numbers dedicated to the sector along with specialist trained teams 
with expertise relevant to the industry. 



About The Retail Ombudsman

Brands we work with...
CDRL has more than 10,000 members that subscribe to use its ADR 
services. We work with many household and high street brands, such as:



Gregory Hunt

Our Expertise
Our complaint handlers are highly trained in ADR, negotiation skills, consumer law 
Communication regulations, and customer services.  As such they are well equipped to deal 
with complex disputes and have experience in assisting customers who are often angry and 
upset.

Each complaint handler is specifically trained to deal with a particular area, currently aviation, 
communications, energy, utilities, or retail and therefore forms  part of specific dedicated team.  Unlike most 
other ADR providers, we do not have “generalists” who deal with all complaint types but instead specialist 
teams who deal with individual sectors.

TThe CommsADR aimm Members Team will therefore be dedicated to aimm Members with premium rate service 
user complaints and will be highly skilled and trained in this area.

In addition, we have recruited significant experience in this sector direct from Ombudsman Services 
Communications (OSC) and CISAS.

is our Senior Dispute Resolution Consultant and is an 
immediate past Executive Director of Ombudsman 
Services.  Gregory’s experience in communications 
dates back to 1995 when he was responsible for 
administering a range of arbitration schemes for 
communications providers run by the Chartered 
Institute of Arbitrators (CIArb).  This included a 
scheme for BT which was run successfully until 
the Communication Act 2003 made it necessary to 
establish an ombudsman for the sector.  

Gregory left the CIArb in 2008 and joined CEDR, and 
within 2 years CEDR  had acquired CISAS (under the 
trading name IDRS Ltd) and Gregory was appointed 
Managing Director, a position he vacated when 
he became CEDR’s first Global Director of  Dispute 
Resolution Services.  Gregory left CEDR in 2014 and 
by 2015 EE had transferred its ADR  provision from 
CISAS to OSC, as had ISPA, ITSPA and the Federation of 
Communications Services.

John Facenfield 
is our Deputy Chief Executive and communications 
sector expert.  He spent almost a decade at OSC 
as a lead senior regulation and sector expert. He 
has in-depth knowledge of the communications 
industry. He has trained the staff to a competent level 
which led to our approval of expertise and abilities by 
Ofcom in November 2016 permitting us to handle 
disputes within the communications industry.

Dean Dunham LLB (hons)
is our Chief Executive and Chief Adjudicator. Dean is a 
barrister with 19 years’ consumer law experience and is 
regarded as the leader in the field. 



Cases where the amount in dispute is more than £10,000 or where the business has 
more than 10 employees;

Premium Rate Services;

VOD Services;

Equipment supplied with communications contracts such as broadband routers and 
mobile phone handsets and accessories;

Non-micro business rollover contracts;

Non-micro business telephone & broadband bills disputes;

Non-micro business mobile phone bills disputes;

Non-micro business contract disputes

Our Certification by Ofcom
Communications providers (CPs) are required by General Condition 14.5 of the Communications 
Act 2003 to be members of an ADR scheme approved for the resolution of consumer disputes in 
relation to the provision of public electronic communications services. Ombudsman Services 
(Communications) and CISAS are currently the approved schemes for CPs.

CP’s are able to direct a consumer to another scheme certified under the ADR Regulations for 
those disputes that fall outside the scope of GC 14.5 such as Premium Rate purchases. In 
November 2016 we were notified of our certification by Ofcom as an ADR entity, in line with the 
ADR Regulations 2015 and we are listed on the Ofcom website. 

The service we are able to provide to aimm Members is primarily for Premium Rate transactions, 
but we can also provide in relations to Communications ADR:

This does, of course, mean that the service we can provide to aimm Members is limited, at the 
moment, to:



What we offer your members and aimm:.

Relationship Manager 

We can confirm that we will provide aimm with a Relationship Manager 
who will be knowledgeable about the sector and about the products 
and services provided by aimm Members.  The Relationship 
Manager will act as the entry point to CDRL for IAIMM Members, 
being easily accessible with weekly calls and ad hoc contact 
via email and telephone.

The Relationship Manager will facilitate collaboration between CDRL 
and aimm Members and we will share best practice on 
case file production, hold coaching sessions and quarterly 
workshops on customer trends, insight and best practise.

Reporting
Quarterly Performance Reviews - We will host an operational 
meeting with aimm & its Members to review volume of 
complaints, categorisation, performance, service levels/key 
performance indicators and trends.  The quarterly session will 
also involve reviewing reporting, system issues and how we can 
work together better as well as covering any adhoc items such 
as key PSA / complaint items for that quarter.

Monthly Reporting - We can provide monthly reporting detailing 
volumes,  information along with trend information and 
categorisation on decision upheld / maintained etc.  We can also 
provide aimm with monthly reporting insight and reporting 
provided to PSA (if required) to ensure that compliance 
statistics are consistently produced. These reports can be made 
available at any level, so aimm Members can measure and report 
performance separately.

However…whilst we can provide these reports as specified above, our 
case management portal allows aimm Members to access its 
data whenever it chooses to do so, and allows for a 
bespoke portal page containing reports and data requested 
specifically by aimm Members.

We can also provide aimm with monthly reporting insight and a tailored 
report to PSA to demonstrate that ADR is working for both merchants and 
consumers. 

Dedicated Team & Manager

AIMM Members will be provided with a dedicated team and 
manager to deal with cases.  We will provide a dedicated team 
and manager in order to build on relationships and to 
ensure consistency on decision making. The team will be 
suitably resourced to manage changes in receipt trends and 
deal with an increased volume within standard response times.  
The team will be flexible and have capacity to deal with 
overflow where required to meet team requirements  - 
minimum service levels will still be met to ensure all customer 
queries are responded to within service levels agreed.

The Team Manager and Relationship Manager will alert 
aimm Members of any resource concerns and the impact to service 
levels agreed along with the time-line to resolve.



Online complaints software 
(“the Portal”):

We have developed our own portal which is a significant 
upgrade on systems used by other ADR providers.  It is 
a bespoke system specifically designed as complaint 
handling software. 

Our in-house team are set up to adapt the portal for the needs 
of each individual member’s requirements including reports and 
accessibility. Each company has both common and unique 
needs and our in-house team adapt the portal to suit those 
needs. Each AIMM Member may require bespoke services 
which can be implemented on an individual portal per brand or 
across the individual portals of the whole group of aimm 
members. We run all complaints through the Portal which is 
visible to only three parties; the complainant, CDRL and you. 
aimm will be able to see a summary of complaints and statistics 
on resolution and will not be able to access detail.

We run all complaints through the Portal which is visible to 
all parties (us, you and the complainant).

Due to the ease of use and simplicity of our portal along 
with the ability to bespoke it to operate in a manner that 
suits the members needs, we will provide aimm 
Members with a shared portal that enables aimm to 
download / upload documents working alongside 
existing aimm Members' systems.



Some key features when we set up a member on the portal are as follows:

Quarterly Sector Liaison Panels - Hosted by the Chief Adjudicator, we will host sector liaison panels each quarter outlining key risks 
and opportunities and identifying improvements and action owners for delivering movement on actions.  This will allow industry to 
work together on common complaint types to understand the real drivers and to effect change across the board . These will facilitate 
better cross industry sharing and driving of actions with ownership – decisions made at these meetings will not drift but will be owned 
and actioned in accordance with action points made at the meeting.

Each member can have master administrator(s)- this / these person(s) will be able to allocate complaints, change settings and 
view all complaints

Details of each of your staff who will be dealing with complaints that are passed to us (including their name and email address) 
are not viewable by the consumer but it allows the complaint handler and adjudicator to communicate directly, ensuring an 
email of the communication is also sent so they do not need to be logged into the portal at all times.

Our portal is designed to understand how you would like to allocate complaints – (i.e. simply to the representative who has the 
least amount of complaints to deal with, by office or manually)

The portal is very easy to operate, we provide training on how to use the portal and a user manual is also provided.

The portal is available 24 hours 7 days a week

It is secure and complies with all DPA & GDPR requirements set out by the ICO

It is stable and reliable (99% availability within working hours throughout calendar year)

Any data will be transferable back to aimm Members in a format aimm Members advise should aimm Members and 
CDRL cease doing business together at any point



Response time to customer Format of response

Share visibility of the matrix of compensation and good-
will offered to the customer and the calculations / insight 

Escalation process

We will acknowledge customer cases within 48 hours.

We will review receipt of further information from aimm Members 
within 5 working days and provide further requests within 5 days.
If no further information is required we will review information provided 
by aimm Members and respond to the customer within 
10 working days of receipt
We will keep the customer informed throughout the period of review
Should we send a case that is not in scope under the terms of the 
agreement aimm Members are not liable for the cost

We will contact aimm Members by email 
when requesting further information but can also use the 
telephone for further clarification if needed.
We will use the preferred method of communication for the 
customer, this might be telephone, email or posted letter. The 
preferred method of communication should be the same method as 
the customer has used to contact us initially unless they state 
otherwise.

Should there be any concern or query with the calculation of the matrix 
aimm Members will work together to understand the matrix 
and the cause for concern to identify a suitable way to 
move forward to provide satisfactory compensation levels 
relevant to proven complaints.

Customer has an escalation process that they can follow if they are 
unhappy with any element of the ADR provision to enable them 
to complain and for the case manager to escalate if 
required. aimm will be made aware of any complaints 
made to us by the customer related to the handling of their 
case. This will be within the monthly reporting meetings and 
informed in weekly meetings if any complaints are severe.

Our Service Levels:



Contact for customer

Opening hours including bank holidays

Leaflets explaining our roleused to form this matrix.

Customer will be able to contact our scheme via email or letter and 
can use a dedicated telephone number provided once case manager is 
allocated by the Adjudicator
aimm Members and CDRL should have monthly call 
monitoring sessions where aimm Members select calls at 
random from our database of calls between us and aimm 
Members' customers (both inbound and outbound calls)

CDRL SLA to customer is throughout the year regardless of 
holiday seasons
SLA to aimm  Members are through working day calculations based on 
standard UK holiday
Bank holiday cover will be provided to ensure that the team have at 
least one point of contact should it be required or an emergency on call 
number if we are closed
Any CDRL office closures will be shared with aimm Members to 
ensure that there is sufficient coverage and communication to the 
customer.

Any marketing material issued to customer will first be approved by 
aimm Members
A leaflet explaining CDRL's part in the complaints process can be used 
but will be shared with aimm Members for visibility

Please find below a summary of our service standards and Key Performance 
Indicators (KPI’s). 

As we operate in a non-regulated environment for retail, comms 
and utilities (non-regulated energy), there are no obligations to have 
KPI’s such as call answering times or days to issue determinations other 
than the 90 days stipulated within the EU ADR Directive. 

However, although it is not mandatory, we do monitor these matters for 
internal statistical performance and quality. We set our service standards 
to ensure we are providing both the consumer and member with the most 
appropriate and efficient service and we manage these service standards with 
worthwhile KPIs.

At present, we measure the following KPI’s:

 Please note: If aimm Members require KPI changes we would, of course, 
develop new KPIs in line with aimm’s requirements as well as Ofcom’s and 
PSA’s.

1.

a.

a.

2.

b.

b.

3.

Complaints processed within 60 days;

Calls answered within 2 minutes

Emails responded to within 2 days

Complaints processed within 90 days;

Calls answered within 5 minutes

Portal messages responded to within 2 days

Initial contact:

90%

85%

90%

99%

99%

90%



Portal Messages
responded to
within 2 days:

Financials:

aimm Members benefit from an exclusive discounted case fee of £45 
per accepted case and no annual charge or joining fee. We believe 
premium rate service providers can now benefit from a more cost 
effective form of resolution for their customers and prevent escalation 
of disputes to Telecom Operators, PSA and litigation. With our scheme, 
we hope to improve the consumer journey for dispute resolution and 
provide new insights for merchants to assist with improvements to 
consumer call handling.

Contact Details:

John Facenfield
Deputy Chief Executive
Consumer Dispute Resolution Ltd. 

E: john.facenfield@cdrl.org.uk 

W: www.cdrl.org.uk 

T: 0203 540 8063 (EXT:100) 

Main Office: 12-14 Walker Avenue | Stratford Office 
Village | Wolverton Mill |Milton Keynes | MK12 5TW 

Registered Office: 33rd Floor Euston Tower | 286 Euston 
Road | London | NW1 3DP




