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Ireland: New Code of Practice and new Regulations for 
Premium Rate Services from June 5th, 2012 

 
 

Dear customer,  
 
We want to inform you that on June 5th, 2012 a new Code of Practice and new Regulations for 
Premium Rate Services will come into effect. 
 
 

I. New Code of Practice 
 
1. Overview: 
The new Code will replace the current Code, published by RegTel in October 2008. 
ComReg has included a number of new provisions in the new Code, which it believes, will 
enhance consumer protection. These new provisions include; 

 The requirement for end users to provide a positive confirmation (or “double opt-in”) for 
subscription services, 

 Enhanced pricing transparency in promotional material, 
 Provisions for the precise text of regulatory information messages, and 
 Provisions relating to purchase confirmation receipts, where a PRS includes the user 

of a facility to pay for goods and services that do not involve the delivery of any content 
to the end-user’s handset. 

 
2.  Some of the most important general provisions applicable to all PRS promotions are 

(see Article 4 of the Code of Practice): 
 4.8 PRS Providers must ensure that end-users are informed clearly, comprehensively 

and unambiguously of the full and true cost of using a PRS prior to incurring any 
charge. To this end, PRS providers are required to ensure that: 

o charges and prices are inclusive of VAT, where appropriate, 
o where applicable, the following information is conveyed in a transparent, 

prominent and clear manner: 
 any costs, additional to the cost of the service, relating to delivery or 

other charges, 
 any sign-up cost, 
 that network data charges may apply, 
 the price per message and the number of messages required to 

complete the transaction, 
 the duration of any "free" or discounted period and the relevant charges 

that will apply thereafter, and 
 if it is a Subscription Service, the charge per period and that charge 

period, 
o as appropriate, that prices are presented in the form: 

 (i) numerical price per minute for time based/charged services, 
 (ii) the total cost to the end-user and, if applicable, include the minimum 

duration of the call necessary to participate, or 
 (iii) whichever of (i) or (ii) is most relevant to the end-user making an 

informed decision to proceed with a transaction, 
o the required pricing information for voice services states the rate for calling 

from the Eircom network and that calls from other networks may be higher, and 
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o values in Euro include the Euro symbol (€) or, where that is not possible, use 
the word "EUR" or "Euro". For charges less than €1, prices in cent must be 
presented as "€0.XX", "EUR 0.XX", "Euro 0.XX" or "cent" 

 4.10 In all visual invitations to purchase (including but not limited to printed, 
WAP/MMS/SMS, TV and online), pricing information as set out in Section 4.8 must be 
displayed: 

o prominently in the body of the promotion, horizontally as clear and correct 
'stand-alone' information and not solely contained in the terms and conditions, 

o beside the call to action for the duration that the call to action is displayed, and 
o of a size that is at least 33% of the call to action or at a minimum text size of 9 

point, whichever is larger. 
 4.11 In the course of promoting a PRS, the PRS provider shall ensure that the 

following information is provided to end users (whether cumulatively or at the same 
time) prior to their incurring any charges:  

o the name and description of the PRS, 
o all costs associated with the PRS, in accordance with the requirements of 

Section 4.8 of the Code, 
o where applicable, that it is a Subscription Service, in accordance with the 

requirements of Sections 4.21 to 4.23 of the Code, 
o the identity and contact details of the appropriate PRS Provider to ensure that 

end-users can contact the helpline associated with the PRS. Such information 
must include: 

 company trade or business name, as notified to ComReg, and 
 a helpline telephone number which does not incur a premium rate 

charge. 
o any age restrictions, 
o any technical requirements or limitations, 
o any disclaimers or conditions qualifying the nature or availability of the PRS, 
o any necessary information about the arrangements for receipt and use of any 

product or service and/or performance of any service, and 
o all necessary information regarding use of an end-user's personal data for 

marketing or similar purposes (as per Section 4.7 of the Code). 
 4.12 In all visual promotions, the information referred to in Section 4.11 of the Code 

must appear in text which contrasts sufficiently in colour with its background to enable 
it to be clearly read. 

 4.14 In all visual promotions, the information required to be included pursuant to 
Section 4.11 of the Code must appear at a minimum text size of 9 point, (except that in 
the case of pricing information the provisions of Section 4.10 apply and accordingly 
pricing information must either be at least 33% of the call to action or a minimum of 9 
point, whichever is the larger). 

 4.15 The following information must be spoken as part of any invitation to purchase on 
radio or TV: 

o the name and description of the PRS, 
o where it is not a Subscription Service, the cost of the PRS if the cost is greater 

than €2, 
o where it is a Subscription Service, the fact that it is a Subscription Service and 

the charge per period and that charge period.  
 
3.  Some of the most important general provisions applicable to all Premium Rate 

Services are (see Article 5 of the Code of Practice): 
 5.1 PRS must not be unreasonably prolonged or delayed or otherwise provided so as 

to cause the end-user to incur unnecessary costs. 
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 5.4 Except where otherwise provided for in the Code, all end-users of PRS that are 
accessed and/or charged by a premium rate number must be notified of the applicable 
charges* on connection and as soon as they have incurred €30 on a call, be required 
to actively confirm that they wish to continue the call. The call must be terminated after 
the end-user has incurred €60 on a call. End-users may then call a service back at this 
point, should they wish to continue using it. For the avoidance of doubt, where a PRS 
is operating on a number that costs €1 per minute, the call must be terminated at 60 
minutes; 40-minute termination at €1.50 per minute, and so on.  
*Please note: any additional network charges that may be added on to the per minute 
charge of the call, outside the control of the PRS Provider, are not included as part of 
this rule and are not, therefore, something that PRS Providers are considered to be 
responsible for under the Code. 
 

4. Some of the most important provisions applicable to all Live Services are (see 
Article 5.43 to 5.49 of the Code of Practice): 

 5.43 If a Live Service is an Entertainment Service, then all live calls to that Service 
must be recorded in their entirety. 

 5.44 PRS Providers of Live Services must ensure that, immediately on connection, 
end-users receive a brief introductory message lasting no longer than 45 seconds, 
spoken in a clearly audible and discernible manner, setting out: 

o clear details of call costs, 
o the name of the PRS Provider providing the Live Service, 
o that, where applicable, all live calls to the service are recorded, 
o that, where applicable, callers must be over the age of 18 to use the service, 
o that callers should either be the bill-payer or have the bill-payers permission, 

and 
o that call details may appear on the telephone bill. 

 5.45 PRS Providers must take such steps as are required to reasonably ensure that 
end-users under 18 years of age are not permitted to use Live Services, other than a 
Childrens Service. If in any Live Service (other than a Childrens Service) an operator 
has reasonable grounds to suspect a caller of being under the age of 18, then, at a 
minimum, the following procedure must be implemented by the operator: 

o the operator must ask the caller his/her age and date of birth, 
o the operator must ask the caller any other questions that he/she considers 

appropriate (their employment status, for example). Operators must also 
monitor details relayed in conversation that might imply that the caller is 
underage and, where appropriate, ask the caller further questions, and 

o if the caller hesitates in responding, the replies are inconsistent or the operator 
is still not satisfied as to the persons age, the caller must be regarded as being 
under 18 years of age and the call must be terminated. 

 5.46 PRS Providers operating Live Services must take all reasonable steps to identify 
and terminate calls being made without the authority of the bill-payer. At a minimum, 
the following procedure must be implemented by operators: 

o any caller who appears to be using the service excessively, either by making a 
large number of calls, or one or more very long call(s), must be warned by the 
operator of the potential costs of the call(s). This also includes any caller who 
appears to be calling from work, where the service could not reasonably be 
considered to be work-related, and 

o having received a warning, a caller who stays on the line must be asked 
whether he/she is responsible for paying the telephone bill or whether he/she 
has the bill-payers permission to use the telephone. If there is any reason for 
the operator to doubt the truth of the response, then the call must be 
terminated by the operator immediately. 
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 5.48 PRS Providers who operate Live Services must actively discourage endusers 
from seeking or giving out surnames, places of work, addresses or telephone numbers 
except where such information is required for business purposes and is a necessary 
part of the service. 

 5.49 For the purpose of the Code, Psychic, Tarot, Horoscope or other similar PRS are 
deemed to be Entertainment Services. All promotional material and invitations to 
purchase for such PRS must clearly indicate that they are classified as Entertainment 
Services. End-users, on accessing such PRS, must be informed that they are 
Entertainment Services. 

 
 

5.  Some of the most important provisions regarding Customer Service (see Article 6 of 
the Code of Practice): 

 6.1 PRS Providers must ensure that end-users of their services are able to have 
complaints resolved quickly, easily and fairly and that any redress is provided quickly 
and easily. 

 6.2 PRS Providers must provide, or arrange for the provision of, an adequately staffed 
and resourced live operator helpline service during normal office hours, which must be 
available on a telephone number priced at national rate, or below. Callers to the 
helpline outside of operating times must be informed, by recorded announcement, of 
the helpline operating hours. 

 6.5 Where an end-user contacts ComReg in relation to a PRS that they have 
purchased, ComReg will, where appropriate, notify the relevant PRS provider and 
require that Provider to make contact with (“call back”) the enduser. In such cases, the 
PRS Provider must make all reasonable efforts to contact the end-user within 3 
working days. For the avoidance of doubt: 

o “reasonable efforts” is deemed to be three discrete attempts to contact the end-
user during normal office hours over two consecutive working days, 

o if, by the third attempt, the PRS Provider fails to speak with the enduser, then 
the PRS Provider must either: 

 leave a voicemail setting out the reason for the call and provide the 
PRS Providers helpline number, or 

 send a free standard SMS, with the words “Free Message” or “ Free 
Msg” in the message header advising the end-user of the purpose of 
the call and provide a helpline number, 

o Helpline numbers must cost no more than national call rates. 
 6.6 Where an end-user has made a complaint to a PRS Provider which has not been 

resolved to the end-users satisfaction within the manner set out in the complaints 
policy operated by the PRS Provider, the PRS Provider shall inform the end-user that 
the end-user may lodge a complaint with the Commission and provide the end user 
with ComRegs Customer Care contact details. 

 6.7 Refunds must be provided promptly and in an easily accessible manner that does 
not impose a charge on the recipient of the refund. Refunds issued by cheque must be 
drawn from a Euro currency account and any bank drafts, money orders, postal orders 
used to refund end-users must be in the Euro (€) currency. 

 
 

II. New Regulations for Premium Rate Services 
 

The Regulations replace and revoke those that were published in July 2010 and will be 
accompanied by a new “eLicensing” facility, which will allow PRS providers to apply for their 
PRS licence to ComReg online.  
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ComReg has also set out in the revised Regulations; 
 The provisions relating to refunding end-users as a result of the actions of a non-

compliant PRS provider, and 
 The information that PRS providers must make available to ComReg in respect of 

each specified premium rate service provided by it, to enable ComReg to carry out its 
statutory functions regarding the provision, content and promotion of PRS. 

 
 
In case of further questions don´t hesitate to contact us. 
 
With best regards,  
Your Telequest-Team 
 
 
Although this information has been compiled with extraordinary diligence, telequest & Internet Solutions 
GmbH assumes no liability for their up-to-dateness, completeness and correctness. 
The customer is in spite of handing out this information obligated to gather all necessary information 
about the legal and regulatory provisions and the Code of Conduct of the particular country himself. 

 
 


