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EE response to the PhonepayPlus Vulnerability Guidance public consultation. 

Consultation Questions  

Question 1: Do you consider the proposed vulnerability guidance helpful and 
effective in supporting providers meet Rule 2.3.10 of the Code? Please provide an 
explanation to support your response.  
 
 
Question 2: Do you consider the proposed Vulnerability Guidance to be fair and 
proportionate? Please provide an explanation to support your response. 
 
EE understands that there is a real requirement to protect potentially vulnerable 
consumers from being taken advantage of. This includes the targeting of these 
consumers by marketing activities that may lead to consumer’s subscribing to a 
service that they do not need or that they do not fully understand the cost of.  
Whilst EE fully supports the need to protect vulnerable consumers, we feel that it 
may be difficult for Providers to identify at the point of sale or the point of 
complaint that the consumer is vulnerable. This would in turn make it difficult for 
Providers to comply with the guidance. A workshop with industry to discuss 
further would be useful. 
 
Question 3: Is our definition of a vulnerable consumer clear? Please provide an 
explanation to support your response.  
 
The definition is clear, however as stated in the response to question 2, it is 
difficult for providers to identify vulnerable customers using these definitions at 
point of sales or when handling queries or complaints.  
 
EE offers customers the opportunity to have a disability flag applied to their 
account. (This flag covers disability and vulnerable customers) which helps EE to 
identify these customers however are unable to share this information with 
Providers for Data Protection reasons. Further investigation is potentially required 
to understand if Providers are able to identify and report up on venerable 
customers.  
 
Question 4: Does the explanation of unfair advantage and reasonable foresight 
clarify our expectations of providers? Please provide an explanation to support 
your response. 

The explanation of unfair advantage is clear and it is useful to have examples to 
illustrate what might be considered unfair advantage. EE does feel that some 
examples within the table are more useful than others and could potential be 
reviewed with industry to ensure working examples are provided. 

The definition of Reasonable Foresight is also clear and well supported by the 
diagram on page 12. 

EE does feel that the complaint handling section within page 12 could be 
strengthened. Identifying vulnerable customers at point of complaint is key for 
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Providers. Whilst the definition is useful, Providers need to understand how they 
can use the definition to identify these customers. Whilst some vulnerable 
customers will be easier to identify than others, some additional guidance maybe 
required.  

Reporting, not only how on many vulnerable customers interacted with Providers 
and the services used, but also on the outcome of these transactions would be 
useful. This will provide evidence of the volume of vulnerable customers using 
these services and will ensure Providers are complying with the guidance. 

 


