[Your Name]
[Your Address Line 1]
[Your Address Line 2]
[Your City]
[Your Postcode]
[Your Email Address]
[Your Phone Number]

[Today’s Date]

CISAS
Centre for Effective Dispute Resolution (CEDR)
100 St Paul’s Churchyard
London
EC4M 8BU

Dear Sir/Madam,

Referral of Complaint to CISAS
I wish to refer the following complaint to the Communications and Internet Services Adjudication Scheme (CISAS) for adjudication, as I have been unable to resolve it directly with my communications provider.
My Details
Full name: [Your Full Name]
Date of birth: [Your Date of Birth]
Address: [Your Full Address]
Email: [Your Email Address]
Phone: [Your Phone Number]
Service Provider Details
Provider name: [Telecoms Provider Name]
Account number: [Account Number]
Service address: [Address where the service is/was provided, if different from postal address]
Services affected: [e.g., Broadband, Mobile, Landline, TV Bundle]
Contract start date: [Contract Start Date]
Eligibility to Refer
[Select and keep the paragraph that applies:]
I received a deadlock letter from [Provider Name] dated [Date of Deadlock Letter], in which they confirmed they were unable to resolve my complaint through their internal process. A copy is enclosed.
[OR]
I first complained to [Provider Name] on [Date of Original Complaint]. More than 8 weeks have passed since this date, and the provider has not resolved my complaint or issued a deadlock letter. Under Ofcom’s General Conditions of Entitlement (Condition C4.6), I am entitled to refer this matter to ADR.
Chronology of the Complaint
1. [Date]: I entered into a contract with [Provider Name] for [Service Description].
2. [Date]: [Describe the issue that first arose.]
3. [Date]: I contacted [Provider Name] to report the issue. [Describe their response.]
4. [Date]: I submitted a formal written complaint to [Provider Name].
5. [Date]: [Provider Name] responded with [describe response or state “failed to respond”].
6. [Date]: [Any further attempts to resolve, including follow-up calls/emails/letters.]
7. [Date]: [Provider issued deadlock letter / 8-week deadline passed without resolution.]
Nature of My Complaint
[Provide a clear, factual summary of your complaint including: what the provider promised vs. what was delivered; the duration of the problem; impact on you; speed test results if broadband; billing amounts if billing dispute.]
Relevant Legislation and Regulations
I believe [Provider Name] has breached the following:
• Ofcom General Conditions of Entitlement, in particular Condition C4 (complaint handling) and Condition C1 (contract requirements);
• Consumer Rights Act 2015, Section 49 (services performed with reasonable care and skill) and Section 54 (right to a price reduction or repeat performance);
• Communications Act 2003, Section 52 (Ofcom’s enforcement powers regarding consumer protection);
• [If applicable: Ofcom’s voluntary broadband speed Code of Practice];
• [If applicable: the Ofcom auto-compensation scheme, under which the provider should have compensated me at £8.40/day for loss of service].
What I Am Seeking
I am asking the adjudicator to direct [Provider Name] to:
1. [Specific financial remedy, e.g. “refund [amount] in overcharged fees”]
2. [Service remedy, e.g. “release me from my contract without early termination charges”]
3. [Compensation, e.g. “pay compensation of [amount] for the disruption and inconvenience caused”]
4. [Other remedy, e.g. “credit my account for [number] days/months of service not received”]
Supporting Documents Enclosed
1. Copy of my original complaint to [Provider Name] dated [Date]
2. [Deadlock letter / evidence of 8-week deadline expiry]
3. Copies of all correspondence with [Provider Name]
4. [Speed test results / billing statements / contract terms / call logs]
5. [Any other evidence: screenshots, photographs, engineer reports]

I confirm that the information in this letter is true and accurate to the best of my knowledge.

Yours faithfully,


[Your Name]
