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1. Introduction
At	Virgin	Media,	our	customers	come	first.	We	aim	to	give	you	the	best	
customer service possible.

We’ve set out how we promise to look after you in this Code of Practice. 
It also sets out who we are, what we offer and how to contact us if you 
need help or you just want to get in touch. 

In addition to this Code we aim to comply with the principles outlined in 
various legislation, including European legislation. We make available full 
and accurate information in plain language about how services are run, 
what they cost and how they should perform.

Nothing in this Code affects your statutory or common law rights, nor is 
anything contained in this Code intended to form part of a contract or 
collateral contract between Virgin Media and any of its subscribers.

You can download copies of this Code from our website, or by contacting 
Customer Care. We can also supply it in alternative formats for people 
with sight impairment.

2. Who we are
We’re	Virgin	Media	-	the	first	people	to	offer	TV,	broadband,	phone	and	
mobile services – all from one place.  

We’re the providers of the UK’s fastest broadband, offering you speeds of 
up to 50Mb. And unlike other providers, our broadband won’t slow down, 
depending on how far you live from the telephone exchange. We bring 
you up to 160 of your favourite digital TV channels with lots in stunning 
HD, too. Plus we offer great value home phone and mobile phone 
services too. 

All in all, we’re here to help you talk, watch, play, share and make your 
home an even more exciting place.

To	find	out	more,	and	see	what	services	are	available	where	you	live, 
just visit virginmedia.com 

3. How to contact us:
It’s easy to get in touch when you need to. Whether you have a question, 
a comment or even some feedback, here’s how to contact us: 

By phone

	 Talk to our Customer Care team 0845 454 1111*

	 From a Virgin home phone 150

	 Talk to our Sales team 0845 840 7777* 

*  Calls cost 3 - 5p per minute. For full details please see our tariff guide available on our web-site or 
from Customer Care. 

Our teams are available 6 days a week, from 8am to 8pm Monday to 
Friday and from 9am to 5pm on Saturday.

By web 
Alternatively, you can contact us via our website at virginmedia.com
While	you’re	there,	you’ll	also	find	the	‘My Virgin Media’, where you can:

	 Change your existing TV, broadband and phone services

	 Add new products and services

	 Find information on how to use and get the best from your services 

	 Find out what the red button on your remote control can do

	 Register for e-Billing – a safe and secure way to pay your Virgin   
 Media bills online

	 Find out about moving home and moving your Virgin Media services

By letter
It’s much slower, but you can write to us at Virgin Media Limited, 
Bartley Wood Business Park, Bartley Way, Hook, RG27 9UP. 

Our registered company no. in England and Wales is: 2591237
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4. What we offer:
At Virgin Media, we bring you speedy broadband, TV, phone and mobile 
services. Our website has all the latest information about the services we 
offer.	You	can	find	it	at	virginmedia.com	

 4.1 Virgin Broadband 
We deliver our broadband in two different ways. If you live 
in	a	cable	area,	you’ll	have	access	to	our	speedy	fibre	optic	
broadband. You can choose which speed suits you best – 
up to 10Mb, up to 20Mb or up to 50Mb. 

If you live elsewhere, we can deliver your broadband and 
phone services down your phone line. In these cases, you’ll 
always get the fastest broadband we can deliver down your 
phone line. Plus, you can choose a monthly download limit to 
suit you.

On top of this, we bring you a whole host of handy little 
broadband services, from security for your computer to the 
chance	to	backup	and	store	your	most	precious	files	online.		

 4.2 Virgin Phone 
Telephone packages
At Virgin Media, we have 3 phone packages to choose from. 

Talk Weekends - gives you unlimited UK landline weekend 
calls (to numbers beginning 01, 02 and 03.)

Talk Evenings & Weekends – with unlimited UK landline 
evening and weekend calls (to numbers beginning 01, 02  
and 03.)

Talk Unlimited – gives you completely unlimited UK landline 
calls (to numbers beginning 01, 02 and 03), 24/7. 

Additional calling services: 
We provide free basic voicemail to all our telephone customers. 
But you can add other handy phone features too – like: Voicemail 
Plus, Call Waiting, Call Barring, Call Diversion, Number Display 
and more. They’re made to make your life easier. 

 4.3 Virgin TV 

At Virgin Media, we think you should have all the TV you want. 
That’s why we offer 3 TV packages: 

TV M+ – with up to 45 channels

TV L – with up to 100 channels 

TV XL – with up to 160 channels 

You can enjoy your favourite shows in glorious HD. All you 
need is a HD ready TV and a V+ HD Box or a V HD Box. 

We give you TV On Demand, so you can make your own TV 
playlist. And we give you Catch Up TV because we know what 
it’s like to miss your favourite shows.

Ask	our	team	about	our	TV	services	when	you	call,	or	find	out	
more online at virginmedia.com

It’s worth remembering that you’ll still need to own a TV 
licence to watch digital TV.
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5. Our obligations:
Like all UK telecommunications operators, Virgin Media has a number of 
obligations laid down in UK legislation. These cover a number of areas 
and are aimed at providing customers with both choice and consumer 
protection. We take these responsibilities very seriously. 

The formal details of the general terms and conditions of our contractual 
relationship with customers can be found in your Customer Service 
Agreement and are also available on our website.

 5.1 Getting services installed  
Our team can let you know which Virgin Media services are 
available in your area. Once you’ve chosen what you’d like, 
we’ll then aim to deliver your services in line with dates agreed 
with you. In order to install your services, we’ll need access 
to your home and we’ll need someone who’s 18 or older to be 
present to make the decisions about where you’d like things 
like your phone line, TV and wireless router to go. 

If you live in a Virgin Media area, and you decide to switch to 
us from another provider, you can usually keep your telephone 
number (that’s called number portability), although there may 
be a charge. If you leave us in the future, you can usually take 
your number with you, although again there may be a charge 
(dependent upon the new provider). 

Moving home? Congratulations! We can check if you can 
transfer your services to your new address and if you can, we’ll 
try to make things as smooth as possible. All we ask is that 
you let us know in good time beforehand and we’ll start to put 
things in place for your big move.  

Finally, it’s worth knowing that before we can agree to deliver 
your services, we’ll do a UK credit check. This follows widely 
recognised procedures, good practice and relevant UK 
legislation. The fact that we use credit checking is made 
clear before it is carried out – usually during initial ordering 
discussion(s). 

Information acquired during a check may be passed to third 
parties (e.g. credit vetting agencies) but will be managed 
strictly in accordance with the UK Data Protection Act. The 
checking	may	require	some	form	of	identification	confirmation,	
although any customer documents provided as part of this will 
be returned promptly. 

Our sales or Customer Care staff will be pleased to explain our 
services and terms and conditions to you before you sign up 
for our service. 

 5.2 Repair and maintenance
To keep our network in tiptop condition, we carry out 
preventative and corrective maintenance over our network 
and services from time to time. Our aim is to minimise 
inconvenience and correct faults through remote diagnostic 
tools used at our Fault Management Centre and/or with other 
technical support centres. 
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If you notice a fault with one of our services, or it’s not working 
as	it	should,	here’s	what	to	do	first:	

	 Call our freephone service status information number 
for up-to-date information on any issues affecting the 
service	in	your	area.	Or	visit	us	online.	You’ll	find	our	
service status information at virginmedia.com under 
‘My Virgin Media’ 

	 If there isn’t a problem in your area, next try our help 
site. We can help you trouble shoot loads of problems 
(e.g.	how	to	set	up	your	wireless	router).	You	can	find	
out	loads	of	other	information	(e.g.	on	firewalls	and	other	
non-supported products or services).

	 If the problem is with your TV, you can try the ‘Help & 
Info’ section on your TV. Just press ‘Home’ on your 
remote control, then select ‘Help & Info’. As well as 
troubleshooting	tips	and	contact	details,	you’ll	find	tips	
on how to use and get the most from our services, from 
billing information and accessibility issues. 

If these areas don’t help you sort your problem, just call our 
Customer Care team. 

Just	to	let	you	know,	while	we	can	fix	your	services,	we	can’t	
repair your TV set, telephone receiver or computer equipment. 
If an engineer visits your home and the problem is connected 
with equipment that you own, we may need to charge you for 
the expense incurred.

  Identifying our people
You’ll always know when our team are visiting your home 
as we’ll have arranged a time in advance that suits us both. 
When	our	team	arrive,	always	ask	to	see	their	official	company	
identification	–	it	should	be	clearly	displayed.	

 5.3 Billing and payment
Billing
We invoice our customers monthly. For home phone services, 
we send itemised details showing what you’ve used in detail 
if the individual cost of the call is over £0.50, unless you ask 
us not to. Fully itemised bills are available for no additional 
charge. For TV services we advise you of standard rental 
charges (that’s the monthly cost of your package) and non 
standard charges (that’s extras, like Movies On Demand or live 
events you’ve chosen to watch.) 

When	you	first	order	your	services,	you	may	need	to	pay	a	
deposit in advance. This is calculated as part of a standard 
process and it’s determined by the customer’s credit status, 
past history with Virgin Media (if any), and the type(s) of service 
requested. If a deposit is required it will be returned, by credit 
to your account, after a satisfactory six month payment history.

We are pleased to deal with any queries you may have.  
Just call Customer Care between 8am and 10pm, seven days 
a week.

We expect customers to pay their bills on the due date for 
payment shown on your bill. If you don’t pay your bill on time, 
you may be asked to pay a late payment charge – which you’ll 
see on your next bill. As a customer, you are responsible for 
any charges incurred on your account. 

Payment
All customer payments are payable to Virgin Media Payments 
Ltd. You can pay your bill by using any of the options listed 
below. 
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By Direct Debit: It’s easy to set up, just call Customer Care. 
It saves the hassle of writing out a cheque every month. The 
date when we collect the amount due will be clearly shown on 
the front of your bill. 

If you choose not to pay by Direct Debit, Virgin Media Payments 
Ltd will charge you a separate payment handling fee for 
processing your payment, please see our tariff guide for details.

By debit or credit card:
You can pay your bill by Switch, Solo, Delta, Master Card or 
Visa. Simply call Customer Care and quote your reference 
number on the back of your bill. 

By cash:
Simply take your bill to any PayPoint outlet or to a bank.

By cheque:
Just complete the payment slip and either take it to a bank 
or send your payment in the post.

eBilling:
eBilling is a simple and secure way to pay your bill online. 
You can set it up online at virginmedia.com

Prices:
We list all our prices on our website. You can also ask us 
to send a paper copy of these – just talk to our Customer 
Care team. We may change these from time to time either 
permanently or for limited periods (offers and promotions),  
and	will	provide	public	notification	in	advance	of	such	changes	
to our customers. We aim to give you the value you expect and 
the service you deserve. 

 5.4 Credit Policy
When it comes to bills, we’ll expect a few things from you: 

	 That you pay your bills promptly.

	 That you inform us of any significant change in your 
circumstances – for example if you are going to be away 
for an extended period which may affect bill payment. 

	 That you’ll be straightforward with us when providing 
personal information.

If you have problems paying your bill, Virgin Media has a 
consistent policy designed to:  

	 Help you manage your costs.

	 Protect both Virgin Media and customers in general.

	 Help minimise debt and disconnection.

	 Promote good customer service. 

We offer a wide range of methods for customers to pay their 
bill (see above – Billing and Payment), and have a number of 
ways of helping customers minimise the risk of large debts for 
their services. 

Where appropriate, if a customer needs support, a third party 
‘nominee’	can	be	appointed	to	help	the	customer	with	their	
bill payment, e.g. by ensuring the customer remembers to 
pay it by the due date, or dealing on the customer’s behalf if 
the customer is away for an extended period. The nominee 
will not have any legal responsibility to pay the bill – although 
they may do this if they and the customer wish - but simply to 
help the customer to manage their account. The respective 
responsibilities will be made clear to both parties.
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Customers are required to pay their bills on the due date for 
payment shown on their bill. Where this doesn’t happen then 
Virgin Media may chase payment by calling the customer and/
or sending reminders.

If there is no response to the initial contact made and/or full 
payment of the arrears is not made, then the customer’s services 
may be restricted. The customer will be reminded that continued 
non-payment will lead to full disconnection of the service. We 
will follow this by debt recovery procedures which would include 
disclosure of relevant customer information to the appropriate 
credit vetting agencies leading to a possible bad credit history.  

In addition to monthly bills being sent, some customers may 
be informed that they have had a credit limit applied to their 
account. If a credit limit is exceeded then Virgin Media may 
restrict service without notice. If a telephone line is restricted 
for non payment, any attempted calls may be diverted to a 
message routing the call to Virgin Media.

Any debt recovery procedures will be carried out 
professionally and in accordance with relevant UK legislation 
and best industry practice:

	 If a customer is in genuine dispute with Virgin Media and 
makes this known to us, then the disconnection process 
may not be invoked pending the outcome of the dispute 
resolution. 

	 We	are	aware	that	some	customers	can	get	into	financial	
difficulties	unintentionally	and	this	is	taken	into	account	when	
dealing with instances of non-payment. We will advise the 
customer of our processes to minimise debt and help them 
manage their bills. Customers may of course wish to take 
advantage of help from external debt counselling agencies.

Virgin Media reserves the right to disconnect any customer 
without notice if the company has reasonable grounds for 
suspecting that there is an unacceptable credit risk, for 
example through suspected illegal behaviour (e.g. fraud) or a 
breach of the contract with Virgin Media. We will carry out a 
review of any such decision if the customer requests it. 

Any customer must settle any outstanding debts they have 
with Virgin Media, and may be subject to credit checking and 
payment of any appropriate published reconnection charges, 
before new service can be re-provided. In the unlikely event 
that Virgin Media were to disconnect a customer incorrectly 
the customer would be reconnected free of charge. 

The existence of this code will be brought to the attention of 
customers	experiencing	payment	difficulties.

 5.5 Leaving us 
We hope you’ll be happy with our services, but if for any 
reason you’re not, and you decide to leave us, you can – as 
long as it’s in accordance with the terms and conditions of 
your contract. A customer initially contracts with Virgin Media 
for a minimum period of time, usually 12 months, after which 
time	we	normally	require	30	days	notification	of	any	cessation	
of service. 

 5.6 Making a complaint
If you’re unhappy with our service, please let us know as soon 
as you can. We’ll do our best to put things right, so you can 
carry on enjoying your services again. We’ll also use your 
feedback to improve our service where we can.
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We are fully committed to addressing all complaints, fully and 
fairly, and in a reasonable time frame. If you have a complaint, 
you	can	find	out	how	to	take	it	forward	by	reading	our	
Complaints Code of Practice which is available on our website 
at virginmedia.com

Compensation – Refund policy
Virgin Media is keen to ensure our customers receive a fair deal. 
We provide compensation on an individual customer case basis, 
where customers have been disadvantaged by Virgin Media 
actions, providing that customers have been using the services in 
accordance with our published terms and conditions. 

 5.7 Directory entries, operator and  
  emergency services

Virgin Media does not provide a printed directory itself, but 
does offer all its customers the option of being included in a 
paper “white pages” directory (through BT). Inclusion in the 
paper directory will also mean that your details will be included 
in publicly available directory services provided by other 
companies, such as voice directory enquiry services, Internet 
enquiry services and CD Rom directories. If you do not wish 
your details to be made available in this way, Virgin Media 
provides a number of alternative options to protect and control 
the use of your directory data.

	 Directory Query Restricted (DQR)
This prevents your directory data appearing in paper 
directories. Your number will only be available from voice 
directory enquiry services.

	 Ex-Directory 
This is similar to DQR but your number will not be 
available from any directory service. However, your name 
and address will be provided so that your ex-directory 
status	can	be	confirmed.

	 Partial address 
This allows you to restrict the amount of address 
information that is passed to directory service 
providers. However, to enable a reasonable search to 
be	conducted,	this	must	include	sufficient	detail	of	your	
name, street, and town or city.

Access to both National and International Directory Enquiry 
(DQ) services is available at standard published charges. To 
access Virgin Media Directory Enquiry services dial 118180 
for UK directory enquiries or 118190 for international directory 
enquiries. Access to other Directory Enquiry services is also 
available – see our website for all the latest details. 

You can call the National and International operator by dialling 
100 and 155 respectively. Please note that for some services 
there will be a charge.

The	emergency	services	(fire,	police,	ambulance)	can	be	
contacted by dialling 999 (or 112) free of charge. 

Note: Please see tariff guide for latest prices.
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Preventing marketing calls
Whilst	your	directory	classification	may	help	to	reduce	contact	
from companies marketing their products and services, it will 
not necessarily prevent these types of calls. This is because 
your number may be available from other sources, for example 
other companies to which you may have given your details. 
If you’d like to prevent unsolicited marketing calls, or cold calls, 
you can register your number with the Telephone Preference 
Service (TPS). The Privacy and Electronic Communications 
Regulations 2003 make it unlawful to telephone anyone who 
has registered with the TPS for the purposes of unsolicited 
marketing activity. To register, please contact:

Telephone Preference Service (TPS), DMA House, 
70 Margaret Street, London, W1W 8SS

tps@dma.org.uk  
www.tpsonline.org.uk
0845 070 0707

The Privacy and Electronic Communications Regulations 
2003 also make it unlawful, for the purposes of unsolicited 
marketing activity, to send faxes to an individual without 
their prior permission or to send faxes to anyone who has 
registered with the Facsimile Preference Service (FPS).  If you 
receive such faxes and wish to stop them you could consider 
registering your telephone number with the FPS. To register, 
please contact:

Facsimile Preference Service (FPS), DMA House, 
70 Margaret Street, London, W1W 8SS

fps@dma.org.uk
www.fpsonline.org.uk
0845 070 0702

 5.8 Special needs
At Virgin Media we believe everyone who wants to access 
our services should be able to. We offer a number of different 
services for our customers with special needs. These services 
are designed to not only meet the demands of the current 
regulations, but to also enable us to offer the best possible 
service to our customers. 

Billing Services:
If	you	have	difficulty	reading	your	bill,	our	team	can	talk	through	
the details by telephone. Just call us free on 150 from your 
Virgin Media phone or call 0845 454 1111 from any other line. 

Prefer to use a text phone? Just call 0800 052 9735.

Large print bill
If	you	have	difficulty	reading	small	print,	you	can	ask	to	receive	
your bill each month in a large print format in addition to the 
standard format.

Braille bill
For partially sighted or blind customers you can also receive 
your bill each month in a Braille format, absolutely free. 

Audio bill
If	you	have	difficulty	reading	your	bill	we	can	also	provide	it	
each month in an audio format. The standard audio format is 
on a CD that can be played on a standard music system or 
PC / laptop.

Virgin Media literature:
If you’d like any of our literature, including this code, in large 
print, Braille or audio format, please contact Customer Care 
with your full name, address and telephone number. We’ll be 
happy to help. 
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Priority fault repair:
We understand how important it is to be contactable and have 
the ability to contact others. So when it comes to faults with 
your phone, we give priority to special needs customers who 
have an urgent need of repair. To make use of this service, 
we ask customers with special needs to pre-register their 
requirements with us. Just give our Customer Care team a call.  

Just to let you know, priority fault repair is not available for 
Broadband and TV faults.  

Bill payment and protected service: 
Disabled customers who are dependent upon the phone may 
nominate somebody who can help them deal with phone bills 
and	their	account	in	general.	Specifically,	this	nominee	can:

	 Be the person to whom the customer’s bill is sent.

	 Be the person to whom any enquiry will be made by 
Virgin Media in the event of a bill not being paid.

	 Pay the bill on behalf of the customer - but will not be 
held legally liable for the bill.

In order to take advantage of any or all of the elements  
of our Protected Service Scheme, customers with special 
needs must register their requirements with us by calling 
Customer Care. 

Contracts: 
If you have trouble reading the terms and conditions of your 
contract, you can ask us for an audio copy. Or alternatively, 
a member of our team can read it to you.

Text relay service: 
We currently provide our hearing and speech-impaired 
customers with access to a text relay service via BT and RNID’s 
Text Relay. This enables such customers to communicate with 
each other and with hearing/speaking customers. 

To use the service, a textphone user dials 18001 followed by the 
full telephone number they require. If the call is answered by a 
hearing person, a Text Relay operator is brought into the call. 
However, if the call is answered by another textphone user, the 
connection is direct with no need to involve an operator.

Hearing users calling a textphone dial 18002 followed by 
the full telephone number they require. Once connected, the 
textphone user types a message from their keyboard and the 
operator reads it word for word to the hearing person. The 
hearing person then verbally responds and the Text Relay 
operator types exactly what is said so that the deaf person 
can read the conversation on their textphone display panel.

Such calls will appear discounted on Virgin Media bills. 

Textphone users needing to call the emergency services 
(police,	fire,	ambulance	or	coast	guard)	should	just	dial	18000. 

Further information about Text Relay can be obtained at  
www.textrelay.org

Free directory enquiries (195): 
The free directory enquiries service is available to any 
customer who cannot use a phone book. 

You can register for free Directory Enquiries by calling 195. 
Once	registered	you’ll	receive	a	PIN	(Personal	Identification	
Number). To use the 195 service simply dial 195 and give the 
operator your PIN. 

Please note: If you ask the operator to connect you to the number that you 
have requested, you will be charged at the standard call rate for your call plan.
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	 5.9	 Confidentiality	of	customer	information
At Virgin Media, we look after your details very carefully. We 
will	treat	any	information	we	have	about	you	in	confidence	and	
will not disclose it to anyone except yourself, or in accordance 
with any instructions you have given us. However, there are 
circumstances in which we may be required by law to disclose 
information. Such requests normally come from Statutory 
Authorities, for example, Police Forces, Customs and Excise 
etc. Any such disclosure will be strictly controlled and will 
be made fully in accordance with current UK legislation, in 
particular the Data Protection Act 1998. 

We are also obliged to pass directory information about our 
customers to other companies to enable them to provide a 
publicly available directory service. These companies can 
only use this information strictly for this purpose, and in 
accordance	with	customers’	specified	wishes.	

 5.10 Communication with customers
We believe in effective communications with our customers. 
Customers	can	contact	us	by	phone	on	the	numbers	specified	
above (How to Contact Virgin Media), or at any time by e-mail. 

We will also let you know about services we think will be 
relevant to you, including special offers, through a variety  
of media, but only where you have agreed to such contact.  
In doing this we will abide by the industry-accepted standards, 
in particular by:

	 Following the UK Direct Marketing Association guidelines 
on when to ring customers (only between 8.00 am and 
9.00pm	–	unless	specifically	requested	to	call	outside	
these hours).

	 Stopping	specified	‘promotional’	contact	with	individual	
customers if requested to do so by the customer and 
according to their wishes – in accordance with the Data 
Protection Act, Telephone Preference Service (TPS), 
Mailing Preference Scheme (MPS), and the Facsimile 
Preference Scheme (FPS).

	 Following the rules of relevant regulatory bodies such 
as Ofcom, PhonepayPlus and the Advertising Standards 
Authority (ASA).

	 Abiding by the Distance and Doorstep Selling and other 
relevant UK and EU Regulations.

6. Nuisance and malicious calls:
At Virgin Media, we understand how distressing malicious and nuisance 
calls can be so we make it a priority to offer help and guidance in such 
matters via our Nuisance Call Bureau. Our fully trained nuisance call 
handlers can offer advice on coping with unwanted calls, and guide you 
through some simple procedures which may help prevent further calls of 
this nature.

Identifying unwanted calls:
In most instances, you will be in no doubt that you have received a 
malicious or nuisance call. However, it is important to distinguish between 
the two types of problem phone calls. One can be a serious criminal 
offence whilst the other, however annoying, is not.

Nuisance Calls can range from an excessive amount of wrong numbers 
to persistent unsolicited marketing calls.

Malicious Calls may be a criminal offence under section 43 of the 
Telecommunications	Act	1984.	A	malicious	call	can	be	identified	by	its	
content. If you receive a call containing obscene suggestions, personal 
threats or abusive language, you have been subject to a malicious call. 
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Being cautious and aware:
There are a number of things you can do to protect yourself from 
unwanted calls. 

If you have received a malicious call and want to make sure it doesn’t 
happen again, or simply want to make yourself less vulnerable to being 
targeted, there are some further steps you should take. Be cautious and 
bear these simple rules in mind whenever you receive a call you’re not 
comfortable with:

	Do not enter into any conversation with a suspicious caller and, in 
particular, avoid emotional outbursts that may encourage the caller 
to make further malicious calls.

	Do not hang up straight away. Instead, place the receiver beside the 
phone and ignore it for a few minutes, before replacing it gently.

	Find information on how to use and get the best from your services 

	Do not say anything when you answer a call - a genuine caller will 
speak first.

	Do not attempt to coax the caller into speaking if you receive a silent 
call. Instead, calmly replace the receiver.

	Do not give out any information about yourself or your family unless 
you are convinced that you know and trust the caller.

Take care when recording outgoing answerphone messages, as malicious 
callers can obtain information about you from them. It’s important to take 
care when recording a new message. 

Follow these simple points and keep your message as vague as possible, 
as a genuine caller will know who you are:

	Do not include your name and number - this could provide a 
malicious caller with information they can use to call you back.

	Never refer to the fact that you live alone if you are female, as 
malicious callers can target single women. Say “We can’t come to 
the phone at the moment” rather than “I cannot come to the phone” 
or - better still - get a male friend to record your message for you.

	Never refer to periods when you’ll be away on business or on holiday, 
especially if you live alone. Anyone getting through who isn’t a 
genuine	caller	could	use	this	information	to	their	benefit.

Persistent nuisance calls:
Even if you follow all recommended precautions there may be times when 
a caller becomes persistent and tries to contact you over and over again. 
If this happens, stay calm and answer the phone as usual, but do not 
speak	until	the	caller	identifies	him/herself.	If	the	caller	does	not	speak	
first,	try	one	of	these	three	options:	

	Place the receiver gently beside the phone and leave it for a minute 
or two.

	Hang up - although a persistent caller may try again.

	Unplug your phone and extensions from the wall sockets for a
short time.

However, if you are regularly being bothered by unwanted phone calls, 
you should contact our Nuisance Call Bureau. Calls are free and will be 
dealt	with	in	the	strictest	of	confidence.

Anonymous caller rejection:
This facility allows you to reject any calls which do not display the 
calling number. Once activated on your telephone line by Virgin Media, 
this feature can be switched on and off at any time by following simple 
instructions.

Note: This feature may be subject to change and a monthly subscription charge.
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Help with nuisance calls:
If you feel it is necessary to take further action please call our Nuisance 
Call Bureau, on our freephone number 0800 953 3333 (option 1), and they 
will be able to provide you with specialised help and support in resolving 
your unwanted or malicious calling problems speedily. This may include 
law enforcement and victim support in appropriate circumstances. 

We have specially trained staff on hand to advise you. Every case is 
different, and we can assist you with whatever route you decide to take.

7. Number Translation Services (NTS & PRS):

 7.1 Number Translation Services (NTS)
Number translation services are types of non-geographic 
numbers where the number dialled does not relate to a 
specific	geographic	location	for	example	numbers	such	
as 0870, 0845 and 070 personal numbers. This allows 
subscribers using these numbers to change physical location 
without having to change their telephone number. 

Tariffs for accessing NTS numbers are shown in our tariff 
guides – available on our website or from Customer Care. 

 7.2 Premium Rate Services (PRS)
Premium Rate Services offer information and entertainment via 
phone, fax, PC (email, Internet, bulletin board), mobile (SMS/
WAP) or interactive satellite TV. They offer a wide variety of 
services including information, entertainment, competitions, 
TV voting, and TV games. UK-based premium rate services 
generally	start	‘09’	but	also	include	0871/2/3	and	directory	
enquiry service numbers beginning 118. Charges will usually 
be	shown	on	Virgin	Media	phone	bills	as	‘Premium’,	‘Premium	
Rate’,	‘Super	Prem’	or	‘Super	Premium	Rate’.	

The services are provided by a Service Provider (SP) who 
provides the actual service, via a Terminating Communications 
Provider (TCP) who manages the incoming telephone calls into 
the SP. These two organisations share the bulk of the money 
generated by customers calling the PRS numbers. The money 
is collected by the Originating Communications Provider (OCP) 
via the customer’s telephone bill. Usually the OCP (e.g. Virgin 
Media) has no commercial relationship with either the TCP or 
the SP, although occasionally the OCP and TCP could be the 
same company (e.g. BT). The OCP receives only a fraction of 
the money the customer pays for accessing the PRS service. 

Tariffs for accessing PRS numbers are shown in our tariff 
guides – available on our website or from Customer Care.

PRS complaints
If you’d like to make a complaint about the content of premium 
rate numbers, you can send them to PhonepayPlus (see 
below). Complaints about charges to PRS numbers on your 
telephone bill should be addressed to Virgin Media – see 
section above on Resolution of Complaints. 

Due to the potential for consumer harm with PRS, Virgin 
Media take a sympathetic view of PRS complaints, and where 
it is clear that a customer is the unknowing victim of illegal 
activity by an SP, sensible arrangements will be made with the 
customer, including refunds where appropriate. 

Controlling PRS charges
If you’d like to prevent access to PRS numbers, you can ask us 
to add a call-barring facility. Just give our Customer Care team 
a call for more information.

You	can	find	out	more	about	PRS	services	and	steps	you	can	
take to protect your computer, on our website. 
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PhonepayPlus 
PhonepayPlus is the UK industry-funded regulatory body 
for all premium rate charged telecommunications services, 
regulating services in their entirety - content, promotion and 
overall operation - through a Code of Practice, available on 
their website. Their prime role is to prevent consumer harm. 

Among other things, they require service providers to provide 
consumers with clear and accurate pricing information, honest 
advertising and service content, appropriate and targeted 
promotions. 

PhonepayPlus will investigate complaints and they have the 
power	to	fine	companies	and	bar	access	to	services	if	the	
Code is breached. 

If you have a complaint about the content of premium rate 
calls, please contact PhonepayPlus free on 0800 500 212, 
or write to them at FREEPOST WC5468, London SE1 2BR,  
or via their website www.phonepayplus.org.uk 

The PhonepayPlus website also provides details on 
Terminating Communication Providers and Service Providers 
(SPs) including contact numbers where known. If Virgin Media 
has relevant information concerning SPs customers are 
complaining about we will share this with customers where 
appropriate. 

Ofcom guidelines
Ofcom have published guidelines on how Originating 
Communication Providers should provide clarity on 
NTS charges (in both relevant advertising and customer 
documentation/information). Virgin Media’s intent is to follow 
these guidelines. 

The existence of this code will be brought to customers’ 
attention in appropriate ways. 

All information and pricing are correct at the time of going  
to print.
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