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NOTES OF THE ILP MEETING ON THURSDAY 12TH JUNE 2008 
 
 
 
Present: 
 
Nicola Robbins (Chair) 
Jacqui Brooks 
David Ashman 
Robert Dirskovski 
Anne Hoitink 
Mark Gracey 
Ann Cook 
Iain McCallum  
Hamish McLeod 
Jeremy Flyn 
Stuart Godfree 
 
Sir Alistair Graham 
George Kidd 
Paul Whiteing 
Brian Lund (part) 
David Oatway (part) 
Ted Lean (part) 
Stephanie Ratcliffe (minutes) 
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On going action log  
 
Meeting/ 
Action number 

Description Owner Status 

2.1 Clarity with PP+ over live 
service permission and 
aggregators to be sought in 
October. 

Paul Whiteing 
confirmed PP+ are 
scoping the review 
of a live services 
compensation 
scheme. 

PENDING. Meeting 
took place in April, 
final consultation 
report goes to the 
Board in June with 
aim to consult and 
propose 
deregulatory 
changes to the 
compensation 
scheme asap. 

7.1 Martin Ballard to follow up best 
practice for customer service. 

Stuart Godfree PENDING – 
document handed 
over to Stuart 
Godfree, in process 
of completing 
guidelines and 
references with 
update at next 
meeting on 19th 
August. 

7.6 Iain McCallum to present on 
O2 red/yellow cards. 

Iain McCallum PENDING- 
presentation on ‘02 
red/yellow cards 
process’ & PayForIt 
to be held at next 
meeting on 19th 
August. 

8.2 Hamish MacLeod to liaise with 
Paul Whiteing on sharing 
collection data and provide 
update at next ILP meeting. 

Stuart Godfree to 
take over and follow 
up: liaise with 
Hamish MacLeod 
on research 
concerning sharing 
mobile networks. 
Hamish MacLeod to 
investigate whether 
Vodafone 
classifications would 
help define the 
service groups. 
Mark Gracey to 
obtain information 
on fixed line 
operators’ 
willingness to supply 
market data on part 
of their financial 
returns to PP+. 

PENDING -
continue to 
redevelop websites 
with the aim to 
bring together the 
industry’s statistics 
in one place. Stuart 
Godfree to present 
progress made at 
next meeting on 
19th August. 

8.9 PP+ Policy update on informal  Trays O’Reilly CLOSED – on 
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representations – confirm 
number of informal breaches 
relating to lead investigations. 

agenda, sanctions 
policy under review, 
new code 
compliance panel 
commencing April 
’08, agenda item for 
next meeting. 

9.1 Review goals and objectives 
for ILP; ILP meet on regular 
basis to discuss. 

Nicola Robbins CLOSED – meeting 
discussed working 
relationship 
improvements and 
the setting up of 
workshops. 

9.2 Run a due diligence 
workgroup & produce a due 
diligence standardization 
template. 

Mark Gracey CLOSED – on 
agenda, summary 
of proposals 
issued, once 
comments received 
document will be 
sent to PP+ for 
further comment 
and approval. 
Working groups to 
meet before final is 
issued to PP+. 

9.3 Paul Whiteing to consider if 
there are any new topics for 
inclusion in the working group 
list. 

Paul Whiteing CLOSED – on 
agenda 

9.4 Nicola Robbins and Paul 
Whiteing to discuss and work 
around new ways of working 
together and ideas for 2008/9 
improvements.  
 

Paul Whiteing & 
Nicola Robbins 

PENDING 

9.5 Provide the ILP on a regular 
basis a list of the top ten 
complaints, in view that the 
ILP may be able to provide 
valuable feedback or insight.  

George Kidd CLOSED- see Q4 
2007/8 report 

9.6 PayForIt presentation – 
circulate slides to the ILP. 

Iain McCallum PENDING 

9.7 The Panel recommended 
meeting on a more regular 
basis to ensure important 
issues are not overseen. It 
was agreed that Nicola 
Robbins raise these concerns 
with Sir Alistair Graham and 
George Kidd.  
 

Nicola Robbins CLOSED – it was 
agreed that 
additional meetings 
will be arranged on 
an ad-hoc basis 
when required. 

9.8 Regulatory Risk Register – 
David Oatway to circulate the 
top ten risks for ILP to review 
at each ILP meeting. 

David Oatway/ILP CLOSED – on 
agenda. 
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9.9 Membership Review, ILP 
agree requirements for a: 

• DQ member – Jacqui 
Brooks to investigate 

• CCA member – 
Customer Contact 
Centre, Robert 
Dirskovski to 
investigate  

Nicola 
Robbins/Jacqui 
Brooks & Robert 
Dirskovski 

PENDING 

10.0 Network audits carried out on 
the networks. PP+ to provide 
ILP with feedback and advise 
learning derived from audits.  

Brian Lund CLOSED – see 
notes under 
agenda item 2.0. 

10.1 Mark Thorndike provided an 
update on SMSus and advised 
that the launch of what was 
planned and outcome was 
positive, but that the number 
checking and quality of data 
needed improvement. He 
advised that PP+ need to 
ensure their website is 
updated. 

Susanne Richter CLOSED 

10.2 PayForIt – review whether pr 
service or micro payment 
scheme with FSA & Ofcom. 

Ann Hoitink NEW 

10.3 ILP Terms of Reference 
finalise. 

Jacqui Brooks and 
Paul Whiteing 

NEW 

10.4 Network Audits - findings 
present at next meeting. 

Brian Lund NEW – due 19th 
August 

10.5 ILP Working Group Terms of 
Reference draw up. 

Nicola Robbins NEW 

10.6 Present overview of code 
compliance at next meeting. 

James Harris and 
Team 

NEW – due 19th 
August 

10.7 Regulatory/market situation: 
Mobile Services Review 
update and liaise with industry 

Paul Whiteing NEW 

10.8 Check with AIME membership 
in regard to possible problems 
with competitions in the print 
sector. 

Jeremy Flyn NEW 

 
 
Working Group Actions 
 
1.0 Introduction of 

0871Regulation: ensure ILP 
are kept informed and involved

Trays O’Reilly NEW 

2.0 Higher Rate of Premium Rate 
Services and Extension of 
Greater Price Transparency 

Roy Ellyatt NEW 

3.0 Research and Identification of 
Trends and Complaints 

David Oatway NEW 

4.0 Terms of Reference for each Nicola Robbins NEW 
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Working Group draw up 
5.0 Due Diligence guidance notes 

and template; group to 
continue to discuss underlying 
advisable guidance. 

Mark Gracey PENDING 

 
 
Apologies 
 

Were received from Suhail Bhat, Peter Cowley, Suzanne Gillies, Neil Dennett, 
Michael Eagle, Mark Hawkins, Michael Taylor, Jack Wraith, Mike Short, Ed 
Boddington, Roy Ellyatt, Tony Maher, Trays O’Reilly  

 
 
1.0 Summary Notes of Last Meeting held on 26th February 2008 

 
The minutes were approved with no further comment.  
 
 

2.0        Matters Arising, Actions, Working Group Updates from Last Meeting held           
on 26th February 2008  

 
• The action log was updated 

 
• 10.0 Brian Lund advised the ILP that the first audits, required from a 

regulatory and industry perspective, have been carried out under the new 
Code. PhonepayPlus will review findings with the auditors and contact 
networks involved to gain feedback on how to improve on the audits. The 
findings of the network audit, which include over and under declarations, 
will be followed up at the next meeting. The next audit is due in 
September, where we aim to approach new networks as well as those we 
have concerns over.   

(Action: Brian Lund) 
 
• Ofcom’s interaction and involvement with PayforIt was discussed. 

Jeremy Flynn raised concern as to whether PayForIt was considered to 
be a premium rate service or a micro payment scheme and advised for 
Ofcom and the FSA to review again. Anne Hoitink agreed to continue 
discussion ‘off line’. 
                                    (Action: Anne Hoitink) 

 
 

• Nicola Robbins and Jacqui Brooks noted that the industry members ILP 
meet regularly, prior to each ILP meeting, in order to capture issues for 
discussion at ILP meetings.  

 
• The ILP Terms of Reference were discussed. The following was 

recommended: 
o a revised introduction 
o ensure the ToR reflect the new framework agreement 
o include an industry representative on the PhonepayPlus Board  
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o include a section on the Code Compliance Panel 
 

It was agreed that in the context of the ILP operating as an ‘advisory 
panel - identifying emerging trends and issues’, a 2-way communication 
between the industry and PhonepayPlus who regulate on behalf of 
Ofcom, is essential. 

(Action: Jacqui Brooks/Paul Whiteing) 
 
 

• An overview of the Code Compliance Panel will be presented at the next 
ILP meeting.   

 
(Action: James Harris and team) 

 
 
3.0  New Working Groups – Idea Sharing 
 

3.1  Introduction and Definition of 0871 Regulation - ensure ILP are kept 
informed and updated on a regular basis of any advancements as well as 
assist with any preparatory work.  Industry members are keen to help with 
the drafting of the 0871 helpnote. 

 
3.2  Higher Rate Premium Rate Services and Greater Price Transparency 

– the existing gaps between charging fixed and mobile need urgent 
consideration.  The following was recommended by industry; produce a 
business case, taking account of regulatory and commercial issues, the 
size of the market and other related transparency issues; approach 
Ofcom with a revised legal wording in accordance with the broadcaster’s 
legal approach; ensure Ofcom give greater emphasis to higher premium 
rate service issues as well as recognition of the broadcasters’ greater 
transparency.  

 
3.3  Research on Trends and Complaints - work with compliance team to 

identify ways of reducing complaints with ILP assistance.  
 
3.4  Terms of Reference – finalise the ILP Terms of Reference and draw up 

new Terms of Reference for each working group. 
 
3.5   Due Diligence – group to continue to discuss issues on advisable 

guidance. 
       
 
4.0 Regulatory/Market Situation Report Q4 FY2007/8 

 
George Kidd presented the Quarterly Report Q4 2007/8 to the ILP. 
 
He confirmed: 
1. The revised number of mobile complaints received per week is a rolling 

average of 492, these relate to mobile services which we continue to 
investigate. We need to urgently address the issue that mobile have more 
complaints than fixed.   
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2. We receive most complaints about the same services. This shows greater 
consumer awareness, indicating a positive step forwards. 

3. We continue to ensure we are addressing the right areas and to identify the 
type of complainants, such as children. Due to the lack of price transparency 
we  need to focus on identifying ‘sign up’ fees, ‘subscription’ rules and ‘any 
other’ fees.  

4. PhonepayPlus will be presenting their findings on the mobile services review 
to the Board in June and following review will liaise with the industry. 

  
        (Action: Paul Whiteing) 
 
Other interests: 

• Concern was raised on 070 issues. Paul Whiteing confirmed that the 
results of the adjudication will shortly be available to view on the PPP 
website. 

• Higher land line tariffs were discussed which would involve Ofcom, BT & 
PhonepayPlus, whereby network mark ups may be the largest barrier.  

• Liaise with AIME and MNOs on a web checker service for mobile pricing.   
• Ofcom’s scope review is expected to be finalised at the end of the 

summer. 
 
 
5.0 Regulatory Risk Register 

 
David Oatway presented to the ILP a register of phone paid service market risks 
and explained the top five entries, new additions and how the risk scores are 
attributed. He confirmed that the mobile review will cover certain issues under 
‘the data charges’ risk and new additions. We are monitoring closely and taking 
the ‘competitions advertised in print’ risk allegations seriously and are aware of 
the potential snowball effect across the industry.  

  
(Action: Jeremy Flyn) 

 
 

It was noted that the Code Compliance Panel address due diligence issues; 
when fines are imposed, the fine is separated out to the service provider who is 
responsible for failure of due diligence.  
 
Agenda Item for next meeting ‘ILP to liaise on Developments in the Value Chain’ 

 
                                

 
6.0 Industry Developments/Issues and Market Changes  

 
Industry developments were discussed. The Chairman confirmed a working 
group is underway to review higher premium rate services and that Terms of 
Reference for each working group will be drawn up. 
 

 
7.0 Collection Data 
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Stuart Godfree to provide an update at the next meeting. 
 
 

8.0 Customer Service Best Practice 
Stuart Godfree to provide an update at the next meeting. 
 
 

9.0 Presentation on 02 Yellow/Red Cards and PayForIt 
Iain McCallum to present at the next meeting. 
 
 

10.0 Higher Rate Services – Idea Sharing 
Roy Ellyatt to provide an update at the next meeting. 
 
 

11.0 Due Diligence Best Practice Update 
 
The final due diligence template will be circulated to the ILP for final review 
including any changes made to the helpnote and will be published on the 
PhonepayPlus website.   
 
The panel agreed that the working group should continue to pick up and improve 
on the due diligence guidance notes.  
          

(Action: Mark Gracey) 
 

Jeremy Flyn recommended that the wording on the number checker home page 
in the box which states ‘cause for concern’ is replaced with ‘more information’.  

 
 

12.0 Sanctions Policy Update  
 
Ted Lean confirmed that the sanctions guide has been published following Board 
approval.  Following the Regulatory Justice 2006 paper the guide follows up 
enforcement actions, ensures reasons for decisions are clearly stated, reflects on 
how panels deal with breaches and explains concepts such as 
minor/major/significant breaches. The guide focuses on repeat offenders and 
demonstrates how they will be penalised under an escalation procedure.   
 
He confirmed that the new tribunal panel aim to be transparent. When applying 
sanctions the panel will take account of the impact on large organisations of the 
underlying problems with the identification of service providers, as opposed to 
smaller organisations and will continue to assist with compliance to the Code.  
 
It was noted that discretions on sanctions are not executive but remain within the 
judicial context. 
 

         
13.0 AoB 

• 0871 Workshop - it was noted that the ILP are keen to get involved and 
help with developing and marketing industry guidance. We are waiting for 
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Ofcom’s consultation document and hope to be able to provide further 
update in September.       

(Action: Trays O’Reilly) 
 
 

 
 
The next ILP meeting will be held on Tuesday 19th August at 10.30-1pm 


