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Dear Communications Provider  
 
As you will be aware, Ofcom is the regulatory and competition authority for the telecommunications 
industry.  Ofcom’s principle duty is to further the interests of citizens and consumers and this 
includes ensuring appropriate protection for end-users of electronic communications networks and 
services.  
 
Communications providers are required to ensure they comply with all applicable regulatory 
requirements set by Ofcom under the General Conditions of Entitlement.1  These include conditions 
for protecting the interests of end-users of public electronic communications services. Where Ofcom 
determines that there are reasonable grounds for believing that a communications provider is 
contravening, or has contravened, a requirement under the General Conditions we have the power 
to investigate and take enforcement action. This includes the power to impose a financial penalty. 
 
On 10th July 2015, Ofcom opened an own-initiative monitoring and enforcement programme into 
General Condition 10 (“GC10”) which concerns transparency and publication of information. This 
followed from a review of the communications markets for businesses that Ofcom has been 
conducting throughout the course of 2014-15, with a particular focus on small and medium sized 
enterprises (“SMEs”). Ofcom’s review defined these as businesses with fewer than 250 employees. 
 
GC10 
 
Under GC10 all CPs who provide end-users with access to and use of a Publicly Available Telephone 
Service (“PATS”), except Public Pay Telephones, are required to ensure that clear and up to date 
information on their applicable prices and tariffs, and on their standard terms and conditions, is 
published.  
 
This should, at a minimum, include the information listed in GC10.2 (a) – (h) as follows: 
 

a) the Communications Provider’s name and Major Office address; 
b) a description of the Publicly Available Telephone Services offered; 
c) where the Communications Provider renders any subscription charge or periodic rental 

charge, details of which Publicly Available Telephone Services are included within such 
charge; 

d) the Communications Provider’s standard tariffs, including details of standard discounts and 
special and targeted tariff schemes, with regard to 

i. Access; 

                                                

1
 http://stakeholders.ofcom.org.uk/telecoms/ga-scheme/general-conditions/    
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ii. All types of usage charges; and 
iii. Any maintenance services; 

e) any compensation and/or refund policy, including specific details of any compensation and/or 
refund schemes offered; 

f) any types of maintenance service offered; 
g) the standard contract conditions offered, including any relevant minimum contractual period; 

and 
h) any available dispute resolution mechanisms, including those developed by the 

Communications Provider 
 

These requirements apply to all standard, non-bespoke contracts (i.e. non-negotiated contractual 
terms) with end-users (as defined in section 151 of the Communications Act 2003), which includes 
business customers of all sizes. 
 
For clarification purposes, we would expect GC10.2 (g) to include: information on any notice period 
required for exiting the contract; any standard terms and conditions for contracts with businesses of 
more than 10 employees  that relate to automatic renewal of the contract (including the conditions 
for opting out of the renewal, the window for doing so and applicable notification requirements)2; 
and information on any early termination charges (“ETCs”) that apply under the standard terms and 
conditions, including the relevant calculation methodology. The full wording of GC10 is available via 
the link provided.   
 
We strongly advise that you review the current provision of information about your products and 
services to ensure your provision of communications services is consistent with the requirements of 
GC10 and the other General Conditions.   
 
If you have any concerns about your responsibilities as a communications provider under the 
regulatory framework we recommend that you seek your own independent legal advice. Please note 
that Ofcom cannot deal with individual queries or legal matters. 
 
 

 
 
Lynn Parker 
Director, Consumer Protection 

                                                

2
 ARCs are banned for residential consumers and small businesses with ten employees or fewer: 

http://stakeholders.ofcom.org.uk/binaries/consultations/arcs/statement/ARCs_statement.pdf 
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