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18 December 2023

Freedom of Information: Right to know request.
Thank you for your request for information about mobile network complaints.

We received this request on 18 November 2023 and have considered it under the Freedom of
Information Act 2000 (“the FOI Act”).

Your request and our response.

I am reaching out to submit a Freedom of Information request to obtain comprehensive data on
complaints lodged with Ofcom regarding mobile networks, with a specific focus on network service
issues.

Please furnish the following details:

1. An approximate count of complaints received by Ofcom concerning mobile networks in the past
year.

2. A detailed breakdown of these complaints, categorized by individual mobile network operators.

On a quarterly basis we publish the number of complaints that we received by certain provider and
by service, relative to the size of their customer bases (i.e. per 100,000 customers) and publish this
information on our website here: Report: Complaints about broadband, landline, mobile and pay-TV

services - Ofcom.

From November 2022 to November 2023 (inclusive), we received 3,116 complaints categorised on
our system as relating to "Total Loss/Poor Coverage" - we think these would fall under your request
for complaints about network service issues.

While we do hold information on the particular complaints categorised by operators, we consider
that disclosure of this information is exempt under the FOI Act. In particular, section 44(1)(a) of the
FOI Act exempts disclosure of information if its disclosure is prohibited under another enactment.
Ofcom is prohibited under section 393 of the Communications Act 2003 (‘the Communications Act’)
from disclosing information about a business which we have obtained in the course of exercising a
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https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ofcom.org.uk%2Fphones-telecoms-and-internet%2Fadvice-for-consumers%2Ftelecoms-and-pay-tv-complaints&data=05%7C01%7CGloria.Akinyemi%40ofcom.org.uk%7C2a7c73ae17c04617c8b208dbf5798cd1%7C0af648de310c40688ae4f9418bae24cc%7C0%7C0%7C638373674640883855%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=DEMyWXTLQtbB7DArngt9dY60cekFYqptXv6crcNqF7g%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ofcom.org.uk%2Fphones-telecoms-and-internet%2Fadvice-for-consumers%2Ftelecoms-and-pay-tv-complaints&data=05%7C01%7CGloria.Akinyemi%40ofcom.org.uk%7C2a7c73ae17c04617c8b208dbf5798cd1%7C0af648de310c40688ae4f9418bae24cc%7C0%7C0%7C638373674640883855%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=DEMyWXTLQtbB7DArngt9dY60cekFYqptXv6crcNqF7g%3D&reserved=0
mailto:Information.requests@ofcom.org.uk

power conferred by the Communications Act among others, unless we have the consent of that
business or one of the statutory gateways under section 393(2) of the Communications Act is met,
neither of which applies here. Section 44 is an absolute exemption and therefore is not subject to a
public interest test.

| hope this information is helpful. If you have any further queries, then please send them to
information.requests@ofcom.org.uk quoting the reference number above in any future

communications.

Yours sincerely,

Information requests
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If you are unhappy with the response you have received in relation to your request for information and/or consider that your request was
refused without a reason valid under the law you may ask for an internal review. If you ask us for an internal review of our decision, it will
be subject to an independent review within Ofcom.

The following outcomes are possible:
e the original decision is upheld; or
e the original decision is reversed or modified.

Timing

If you wish to exercise your right to an internal review you should contact us within two months of the date of this letter. There is no
statutory deadline for responding to internal reviews and it will depend upon the complexity of the case. However, we aim to conclude all
such reviews within 20 working days, and up to 40 working days in exceptional cases. We will keep you informed of the progress of any
such review. If you wish to request an internal review, you should contact information.requests@ofcom.org.uk.

If you are not content with the outcome of the internal review, you have the right to apply directly to the Information Commissioner for a
decision. Further information about this, and the internal review process can be found on the Information Commissioner’s Office here.
Alternatively, the Information Commissioner can be contacted at:

Information Commissioner’s Office

Wycliffe House

Water Lane

Wilmslow

Cheshire

SK9 5AF

Page 3 of 3


mailto:information.requests@ofcom.org.uk
https://ico.org.uk/your-data-matters/official-information/

	Freedom of Information: Right to know request.
	Your request and our response.


