Internet Services (EU) Limited
Code of Practice Regarding Complaint Handling and Dispute Resolution for Domestic and Small Business Customers
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	1: Introduction


	

	
	Internet Services (EU) Limited provide a vISP platform so that businesses can provide internet and associated services to end users. We have partnered with several Telecom providers to provide a portfolio of products to our clients. The provision of services and billing is all handled by our automated panel. We have a direct clearing bank relationship and offer customers online, real-time, credit card transaction capabilities.

Services include Internet connections, hosting and other associated services. We are also members of Nominet. We are always adding new products as out Telecom partners expand their portfolio.



	2: Contact details 


	

	
	Internet Services (EU) Limited
196 High Road,
Wood Green,
London
N22 8HH

Customer service phone number(s):
08700 053 147

www.internetsevices.eu.com

Customer service e-mail: 
support@iseu.co.uk
billing@iseu.co.uk

	3: Terms and conditions, including prices and tariffs


	

	Our services
	Dial-Up Services
0845 Dial Up 
FRIACO Dial-up 

Dedicated Connectivity 
Wires Only ADSL 
SDSL 
Satellite 
Leased Line 

Hosting
Shared Hosting 
Managed Hosting 
Server Co-location 

Telecom Services

Non geographic numbers
Fax to Email services
Virtual Switchboard solution

A full list of services and prices can be found on our website and that of our partner channel.

	Access
	You can sign up to our services on this website by using your credit/debit card. Or you can contact your ISP directly using the contact methods shown in the contact section of the website.

	Pricing information
Standard tariffs (including special discounts and special and targeted tariff schemes) should either be included, or the customer should be advised of how to obtain them.


	All services can be found in the product pages of the website. You can sign up directly by using your debit/credit card. You can access your invoices from your own control panel under e-billing and change card details.

All products and services are made as a single supply; your account may be suspended or closed if any sum due for a product or service is unpaid or is in arrears.



	Contract conditions 

Including any relevant minimum contract period and how service can be cancelled.


	Our terms and conditions are available on our website at the time of signup. The product description also makes up part of the terms and conditions.

For cancellation terms please view the terms and conditions of the chosen product. Some products have a minimum contract. You may cancel your service after the minimum term by sending and email to the contact email address found on the website. Please note that charges occur as outlined in our terms and conditions if you cancel / change product within the period of contract.

	4: Customer service


	

	Complaint handling process

Describe in relation to public electronic communications services for domestic and small business customers.


	Although we attempt to provide all customers with the best possible service, we can not guarantee that products and services will never be faulty. However, we will correct all reported faults as soon as we reasonably can.

If there is a fault with your service, you should report it as soon as possible by telephoning the number shown in the contact section of the portal site. You may also contact us by the other means available in the contact section. We also have a contact form on our website.

In the unlikely event of a compliant  clients are invited to submit complaints in writing either by post, fax or email (to the address detailed in the contact section of the ISP website)
In order for us to resolve complaints as efficiently as possible, we ask clients to include as much information as possible about their particular complaint:

Service Username the ADSL username
Line Number 
Nature of complaint 

We are committed to resolving client issues as swiftly as possible and assure clients that all complaints are monitored continuously by us.

Should you be unhappy regarding the way your complaint was handled then you can escalate your complaint by sending an email to complaints@internetservices.eu.com or by post to Internet Services (EU) Limited 196 High Road, Wood Green London N22 8HH who will look into the matter on your behalf and try and find a solution for you.

	Alternative dispute resolution procedure

Details of alternative dispute resolution arrangements in relation to the provision of public electronic communications services to domestic and small business customers.


	If we have not resolved your complaint to your satisfaction after 8 weeks or if you have received a letter from us saying that your complaint has reached “deadlock”, you may make a complaint through CISAS, an independent alternative dispute resolution scheme. We can provide you with details of this service.

	5: How to obtain this Code of Practice


	

	
	This Code of Practice is published on our Web site under the section code of conduct. Additional copies are available on request and free of charge to any domestic and small business customer. We can also make it available in large print if requested.



	6: Contact details of related organisations


	

	
	CISAS

c/o Dispute Resolution Services
The Chartered Institute of Arbitrators
12 Bloomsbury Square
London

WC1A 2LP

Telephone 020 7421 7432

E-mail kkorubo@arbitrators.org or mekpenyong@arbitrators.org
Web site: http://www.arbitrators.org

	7: Additional information


	

	
	This Code has been approved by Ofcom for the purposes of section 52 of the Communications Act 2003. The Guidelines for producing codes of practice are on Ofcom’s Web site at http://www.ofcom.org.uk/telecoms/ioi/g_a_regime/gce/ccodes/. 




