
Complaints Handling Code of Practice 
 

At ebroadband, we are committed to delivering reliable and high-quality broadband 

services. This Code of Practice sets out the principles and procedures for handling 

complaints to ensure they are dealt with fairly, promptly, and effectively. It aims to improve 

customer satisfaction and enhance service delivery. 

If you do have a complaint, please contact us on: 

•​ Phone: 044 9357473 

•​ Email: support@ebroadband.ie 

•​ Post: Ebroadband, 5 Main Street, Edgeworthstown, Longford, N39AH64 

 

Complaints Procedure 

Contact customer support 

If you have a complaint, please include full details of the complaint complete with your 

name, address and account reference number. 

•​ Complaints may be made by phone, by email, or in writing. 

•​ We will acknowledge receipt within 2 working days  

•​ We will assign a complaint reference number for you to quote if and when you are 

looking for an update. 

•​ Complaints are handled Monday to Friday from 9.00 am to 5.00 pm. 

Response time for a complaint 

It is our aim to resolve all complaints as quickly as possible and to your satisfaction. In the 

majority of cases, the complaint can be resolved at the initial time of contact. When we 

acknowledge a complaint, we will inform you of the time scale for investigation and 

resolution of the complaint, however, if we cannot reach that deadline, we will inform you 

and provide another time scale. 

When your complaint is received it will be categorized into one of the following, please note 

the time scales for resolution of complaints about each of these categories. 

●​ Billing: We aim to resolve within 5 working days of receiving the complaint, with no 

disconnection while a complaint is being investigated. 



●​ Contractual Matters: We aim to resolve within 5 working days, or to give a specific 

time scale of resolve. 

●​ Customer Service: We aim to resolve within 5 working days, or to give a specific time 

scale of resolve. 

●​ Installation: We aim to resolve within 10 working days, or to give a specific time 

scale of resolve. 

●​ Quality of Service: We aim to resolve within 5 working days, or to give a specific time 

scale of resolve. 

●​ Switching: We aim to resolve within 5 working days, or to give a specific time scale of 

resolve. 

●​ Porting: We aim to resolve within 5 working days, or to give a specific time scale of 

resolve. 

●​ Miscellaneous: We aim to resolve 10 working days of receiving the complaint. 

Resolution of complaint 

We will contact you by email or phone to confirm whether you are satisfied with the actions 

taken, in order to close your query. 

Escalation of complaint 

If you are not satisfied with the outcome, your complaint can be escalated to a manager 

upon your request. If your complaint remains unresolved it can be escalated to the General 

Operations Manager and subsequently the Managing Director of the company. Your 

statutory rights are not affected by this Code of Practice. 

Customer service guarantee 

After investigation, should a Billing Complaint be upheld by us, we will provide you with a 

reimbursement credit to your customer account, which will be an amount pro-rated with 

respect to the relevant product charge per bill cycle.  

We will endeavour to provide this reimbursement credit to your customer account in your 

next bill. 

Missed and Delayed Service and Installation Appointments Compensation Scheme 

For new fibre broadband customers, an installation is required where a technician will 

attend your property to bring in your fibre broadband connection. In the event of a 

single-line fault affecting your fibre connection, a technician will attend your property to 

resolve the issue. We will arrange an appointment date and time with you and will do our 

utmost to adhere to it, insofar as it is within our control. Please note that fibre broadband 

appointments are conducted by a third-party contractor appointed by the fibre network 

operator and are not directly managed by ebroadband.  



Under Regulation we must have compensatory measures in place if you have experienced a 

missed or delayed appointment as set out below: 

●​ Missed Appointments: An appointment is missed if a technician has not attended 

the customer’s premises during the agreed time slot. An appointment is not missed 

where notice of cancellation is provided by no later than 3pm on the day before the 

appointment. An appointment may also not be missed where the technician was 

unable to enter the premises in certain circumstances. 

●​ Delayed Appointments: An appointment is delayed when it is rearranged before the 

expiration of the initial agreed time slot for a later time that same day by agreement 

between a provider and a customer. 

An appointment will be neither missed nor delayed where it is missed or delayed solely 

as a consequence of a force majeure event namely an exceptional event, which means 

any of the following:  

●​ act of god, natural disasters; fire, flood, earthquake, or extreme weather 

conditions  

●​ riot, civil disorder or act of war;  

●​ strikes or other industrial action, outside of the control of ebroadband 

If you believe you have experienced a missed or delayed appointment please contact us by 

phone, by email, or in writing. Please include full details of the complaint complete with 

your name, address and account reference number. 

After investigation, if we determine that you are entitled to compensation, we will apply a 

10% credit to your customer account, calculated on a pro-rated basis according to the 

relevant product charge for the billing cycle. 

We will endeavour to provide this credit to your customer account in your next bill. 

Porting and Switching Compensation Scheme 

When porting or switching we will endeavour to ensure minimal or no break in service and 

in any case for no more than one working day. Under Regulation we must have 

compensatory measures in place if there is a failure when we are moving your fixed number 

(often referred to as porting your number) or switching your Internet Access Services which 

essentially means cancelling existing Internet with your existing Internet Access Service 

Provider. 

●​ When porting your fixed number to ebroadband: we will port your number with your 

consent in the timeframe agreed, and in any case, within one working day of the date 

agreed. 



●​ When we get a request from another operator for a number to port away from 

ebroadband: we will act on the instruction of the gaining operator who validates 

your request and confirms your consent to port. 

●​ When switching your Internet Access Service to ebroadband, and if you prefer us to 

notify your existing operator to cancel Internet Access Services, then we will only 

notify them to cancel once the new service has been activated by us. 

●​ If you are switching from ebroadband and your existing operator notifies us to cancel 

your service, then subject to receiving valid details, we will cancel your service within 

one working day of receipt of notice from your operator. 

If you believe you have experienced a loss of service for more than one working day please 

contact us by phone, by email, or in writing. Please include full details of the complaint 

complete with your name, address and account reference number. In certain cases, we may 

need to refer you to another retail operator if the issue is due to a failure on their side. 

After investigation, if we determine that you are entitled to compensation, we will apply €1 

per day for each day up to a maximum of €20 to your customer account or via EFT within 5 – 

7 working days. 

Independent advice  

For independent advice regarding telecommunications or consumer issues you can contact 

the Commission for Communications Regulation (ComReg) 

●​ Address: Abbey Court , Irish Life Centre, Lower Abbey Street, Dublin 1 

●​ Phone: 01 8049668 

●​ E-mail: consumerline@comreg.ie 
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