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Introduction

At VolPcloud we are committed to providing excellentcustomer care and ensuringthat our customers have a positive
experience with our telecommunications services. We have a Complaints Policyto ensure all complaintsarehandled as
efficiently and effectively as possible.

As a customer of VolPcloud, you are entitled to make a complaintto us. The followingoutlines our policy and procedures for the
handling of verbal and written complaints.

Summary
We work hardto resolve complaints as soon as they arise. Please call our customer serviceand we'll do our best to fixany
problems you may be having with our service,as soon as possible.

Our Responsibilities
e To providean efficient, fair and structured mechanismfor handling complaints.
e To provideour customers with access to the complaints handling process, including those customers with disabilities
andspecial needs.
e To keep customers informed as to the progress of their complaintand the expected timeframe for resolution.
e Quarterlyreviews of our complaints sothatwe canimprove our standards of customer service.

Handling Your Complaint

e Upon receivinga complaint, we will acknowledge your matter via telephone or inwritingwithin 5 business days.

e |fyour complaintis urgent, such as where you have been accepted by us as undergoing financial hardship under, where
your serviceis aboutto be disconnected, or where you are receiving Priority Assistance (for example, for medical
reasons)we will prioritise your complaintand attempt to resolveit within 5 business days. If we cannot, we will explain
why and the reasons for taking longer.

e  We will keep you informed of the progress of your complaint, proposed actions and the expected timeframe for
resolution.

e Ouraimistoresolve complaintsinatimely manner and we will generally resolvea matter within 30 calendar days.

e  Complex complaints maytake longer than 30 calendar days toresolve.In these cases, we will regularly updateyouon
the progress and likely timeframe for resolution.

e We will adviseyou of the outcome of your complaint. Where you have requested us to do so, we will adviseyouin
writing.

e We mayimposea chargefor handlingyour complaintinspecial circumstances. For example, we may charge you a fee
where your complaintrequires us to retrieve archived records that are more than 24 months old.

e Makinga complaintshould normally befree. If we think your complaintrequires a charge, we will not impose one
without discussion with you.

e |fyour complaintis upheldinyour favour, and we have charged you complainthandlingfees, we will refund you the full
amount of the fees charged within 30 calender days.

Step One
If you have a complaintregardinganyaspectof your accountor dealings with VolPcloud, we urge you to telephone our
customer servicedepartment inthe firstinstance. Our objective is to resolvethe vastmajority of enquiries or complaints during

your firstcontact.

You will becharged ata local rate. If you prefer to put your complaintin writing, we will respond to your email and will confirm
anydetailsinwritingifyou request us to do so.

Ifrequired, you canappointanauthorised representative or anadvocate to interact with us on your behalf. Pleasesee our
website for the procedure and form to appointan authorised representative or advocate. When you discussyour complaintwith
VolPcloud we canassistyouto clarify and formulatethe complaint.

Page 1 of2

For further information visit voipcloud.online 27032026_customer-complaints-policy


http://voipcloud.online/

VolP

Customer Complaints Policy wholesale

You canalsomakea complaintusingany of the other contact methods on our website, or pleaseaskus ifthere is any other
method you would liketo use to submit a complaint.

Step Two

Complaints made to the company are overseen by our customer service management. After a complaintis made, ifitis not
immediately resolved, we may need to investigate. This process maytake 15 Business Days, or longer (in which case we will
update you with a reason for the delayand the expected timeframe).

If you arenot satisfied with the response tendered to you, you may askthe customer service management to escalateyour
complaintto senior management directly. fso, we will makea senior management representative availableto address the
complaintas soonas possible (depending on availability).

Step Three
When your complaintis resolved, we will confirmthis with you within 10 business days.

If your complaintis notresolved to your satisfaction by VolPcloud, and depending on the nature of your complaint,you may
refer your complaintto the followingoutside bodies:

Ofcom Ombudsman Services
Inthe unlikely event that your complainthas not been resolved by VolPcloud to your satisfaction within a period of 6 weeks, orif

duringthe process of investigating your complaintyou believe the situation has reached a deadlock, you may refer your
complaintto the ombusdsman servicefor independent consideration. The ombusdsman will make anindependent decision
based entirely on the merits of the complaintand at no costto the customer. Customers may contactthe ombudsman directly

via their website: http://www.ombudsman-services.org/complain-now-communications.

How much doesit cost?
The Ofcom Ombudsman Service is free of charge. There is nocharge to have a complaintinvestigated by Ofcom

How do | contact Ofcom Ombudsman Services?

Directly via their website: https://www.ofcom.org.uk/complain-to-ofcom.

The best wayto contact Ombudsman Services is by calling:
Phone - 03001233333

Fax-020 79813333

Textphone - 18001 01925650744

Ofcom are open Monday to Friday 9amuntil 5pm.

By post:
Ofcom PO Box 1285, Warrington WA1 9GL.

Other
For certain telecommunications and trade practices issues, you may lodge a complaintto:
e The Officeof Fair Trading (OFT);
e The Competition and Markets Authority;
e You may alsoobtainlegal advicefromyour solicitor as an alternativeavenue for a resolution
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