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1. Following an investigation, ComReg has found that Vodafone Ireland Limited 

(“Vodafone”) was not in compliance with the European Union (Consumer 

Information, Cancellation and Other Rights) Regulations 2013 (S.I. No. 484 of 

2013) (“the Consumer Information Regulations”), because it did not provide 

customers of its “Extra” Pay as You Go (“PAYG”) product with their contract on 

a durable medium for the period September 2016 until March 2018, contrary to 

Regulations 5, 10 and 12.      

2. Pursuant to Section 73 of the Consumer Protection Act 2007 (as amended), 

where ComReg finds that a trader has acted in contravention of the Consumer 

Information Regulations it has the power, in accordance with Section 10 (1B) 

of the Communication Regulations Act 2002 (as amended), to accept a written 

Undertaking from that trader in relation to the contravention containing terms 

and conditions that are, in ComReg’s determination, appropriate in the 

circumstances.     

3. Where subscribers to the PAYG offerings (known as ‘Chat Extra’, ‘Smart Extra’ 

and ‘Extra’) topped up by the tariff monthly price (€20 or €30) anytime during 

the 28 day offer, their offer would re-set  and they would lose any remaining 

allowances.  In particular, the investigation relates to the manner in which 

customers were advised that their offer would reset.     

4. ComReg has accepted from Vodafone the Agreement and Undertaking 

contained at Appendix 1 of this Information Notice.      

5. Amongst Vodafone’s commitments are the following:     

a. Vodafone will refund 72,774 customers that may, in the past, not have 

intended to reset their offer when they topped up. The total amount to 

be refunded is €416,971.79. 

b. Vodafone will advise customers in their contract at the point of sale that 

their offer will reset if the customer tops up by the amount of the offer.  

c. Vodafone will amend the SMS sent to customers that top up by the 

amount of their offer to clearly inform the customer that their offer has 

been reset. 

 

6. The Undertaking also contains commitments on the dates by which Vodafone’s 

actions are to be carried out; and on Vodafone’s future practice with respect to 

advising customers of Key Features of their offers. See Appendix 1 for more 

details.     
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        Annex 1: Full text of Undertaking 

by Vodafone Ireland Limited  
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