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23 September 2005 
 
Suhail Bhat 
Policy Advisor 
ICSTIS 
Clove Building 
4 Maguire Street 
London 
SE1 2NQ 
 
By e-mail 
 
 
Dear Suhail, 

ICSTIS consultation on the draft 11th edition of the 
ICSTIS Code of Practice July 2005 

I refer to ICSTIS’s consultation document regarding the 

draft 11th edition of the ICSTIS Code of Practice dated 28 

July 2005 (the "Consultation"). This letter sets out the 

comments of British Sky Broadcasting Limited and its 

associated companies ("BSkyB") on the Consultation. 

1. Draft paragraph 3.2.7 – Customer service 
arrangements 

ICSTIS propose a new provision at paragraph 3.2.7 that 

requires service providers to have adequate customer 

service and redress (refund) mechanisms, including a UK 

customer service telephone number. 

We welcome the inclusion of such a provision in the Code. 

We agree with ICSTIS’s assertion that by being more 

transparent to the consumer, confidence in the premium 
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rate payment mechanism will be increased. For this reason 

we also feel that a similar obligation to have adequate 

customer service and redress mechanisms should apply to 

information providers. BSkyB’s role as the service 

provider in relation to premium rate services via 

interactive television consists largely of providing 

telephone numbers to the information provider who is 

responsible for the content and running of the premium 

rate service. Therefore, in the majority of 

circumstances, consumer complaints would be better and 

more efficiently addressed if the consumer is able to 

contact the information provider directly. 

 

2. Draft paragraph 5.5.3 – Promotional material 
transmitted on television 

ICSTIS propose a new provision at paragraph 5.5.3 that, 

where promotional material is transmitted on television, 

the pricing information must be spoken as well as being 

visually displayed if the maximum call cost can exceed 

£2. We agree that if there is customer confusion as to 

the cost of services advertised in this manner then 

measures must be taken but we have two comments on this 

issue. 

Firstly we query what ICSTIS means by referring to 

“transmitted on television”. We would like clarification 

as to whether this provision includes, for instance, 
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promotional material transmitted on interactive 

television. We also point to the fact that the television 

technology landscape over the coming months and years 

will change with the development of television via 

“broadband”. We are concerned that such a provision will 

not sufficiently address the problems it is intended to 

solve, may become obsolete and inconsistent and is then 

potentially unfair on conventional television 

broadcasters. 

Secondly ICSTIS asks in Section 5: Question 9 whether 

there are alternative ways to provide pricing information 

to consumers in television promotions. In general, 

advertising or promotional time is limited and spoken 

pricing information would further restrict what can be 

communicated in an advert or promotion. We suggest that 

it should be flexible and promoters should have the 

further options of placing the pricing information on 

screen for a fixed length of time if the cost of the 

service is over £2 or have the pricing information given 

at the start of the telephone call or on the interactive 

screen before the consumer incurs the charge. 

 

3. Draft paragraph 5.5.4 (b) – On-screen clock 
displayed for duration of call 

We note that ICSTIS have included a new provision in 

draft paragraph 5.5.4 (b) which states that where 
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services and/or promotional material can be accessed by 

means of electronic devices which provide on-screen 

display, an on-screen clock must be displayed throughout 

the duration of the call showing the cumulative cost.  

We would like clarification in this new paragraph 5.5.4 

as to the electronic devices that an on-screen clock must 

be displayed on. Currently there is no facility to 

provide such an on-screen clock on interactive 

television. The majority of interactive television 

services only require a drop call and no on-screen clock 

facility will be required. Therefore to provide this 

facility for the relatively few services for which it 

will be applicable will, because of cost implications, be 

detrimental to these services to the extent that the 

services will probably not be viable. The negative 

financial impact on the services may prove to be 

disproportional to any advantages. 

We believe that the measures that are currently in place 

for the interactive television services are adequate i.e. 

during access by a consumer to the premium rate service, 

(i) the screen displays the call cost for the service, 

(ii) a notification is given when the consumer is going 

online, and (iii) there is a facility for a clock to 

remain on-screen continuously displaying the normal date 

and time (as opposed to displaying the time the consumer 

has been on-line).  
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4. Draft paragraph 8.1.4 – Complaint investigation 

ICSTIS propose a new model to deal with information 

providers in the event of a complaint. We welcome moves 

to ensure that, in its adjudications, ICSTIS makes clear 

who the culpable party is. 

We repeat our comments above in relation to draft 

paragraph 3.2.7 that with the majority of premium rate 

services on interactive television it is the information 

provider who is responsible for the content and running 

of the premium rate service and BSkyB’s role as the 

service provider largely consists of providing telephone 

numbers and infrastructure to the information provider. 

We therefore agree that in the first instance ICSTIS 

should deal directly with the information provider and 

that ICSTIS makes clear in its adjudications that the 

information provider is the culpable party where the 

service provider does not operate the premium rate 

services itself. However we note that ICSTIS states it 

will liaise directly with information providers where an 

information provider accepts full responsibility for the 

service and any sanctions levied. We would like 

clarification as to what ICSTIS means by the information 

provider “accepting responsibility” and whether this 

means the information provider accepting responsibility 
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to ICSTIS or accepting responsibility contractually with 

a service provider. 

 
Yours sincerely 
 
 
Simon Wilkes 
For and on behalf of  
British Sky Broadcasting Limited 
 


