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We are here to help you

This guide contains all the information you will need for processes, tariffs, connections and additional services.  Its aim is to help you to understand how both Mobile Services and the networks operate and to help you towards a faster, more efficient service.

Throughout this Reseller Guide, the following symbols are used to help you through the guide and to highlight what you may need to know or do:
[image: image5.jpg][image: image6.png]



Telephone contact 
      Fax contact
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Postal contact 
   Email contact
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Please take note   Information, hints & tips
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Questions

  Service Level Agreement

Organisational Structure
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Opening Hours

Hours of Business 8:30 – 17:30 Monday – Friday
Responsibilities

Support Executives
The Support Executives are responsible for the day-to-day administration of the account in terms of placing orders and answering any provisioning issues that the reseller may have.
BDM
The BDMs are responsible for all commercial and billing issues relating to the account and will call on the billing manager and other specialists for specific information requested by the reseller. They will also act as the initial point of escalation for all reseller queries.
Contact Details:

· Karl McCaffrey

· T  01625 800 600

· E  karl.mccaffrey@gteq.co.uk
· Nick Kavanagh

· T  01625 800 500

· E  nick.kavanagh@gteq.co.uk
· Keith Horsted



· T  0203 137 8899
· E  keith.horsted@gteq.co.uk 

· Jonathan Sheridan




· T  01625 800 700
· E  jonathan.sheridan@gteq.co.uk
· Angelia Chambers
· T  01625 800 300
· E  angela.chambers@gteq.co.uk
· Mike Jones



· T  01625 800 400
· E  mike.jones@gteq.co.uk 

· Sandra Hughes
· T  01625 xxx xxx
· E  sandra.hughes@gteq.co.uk  

· Mobile Support



· T  0800 12346789
· E  mobile@gteq.co.uk 

Escalation Process 

· Channel Development Director – Keith Horsted 
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· Mobile & Data Manager  - Angelia Chambers
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· Operations Manager – Mike Jones or Sales Director – Jonathan Sheridan
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· Operational Support Executive or Business Development Managers
Service Levels
· All requests will be responded to within 24 working hours

· Sim Swaps, PUK codes and Bar’s will be completed within 3 working hours

· Internal Billing Issues will be resolved within 7 working days

· Network Billing Issues and Investigations will be resolved within 10 working days

· Hardware orders placed before 3:30 will be delivered on the next working day
Contacting the Team
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You can get in touch with us by email, phone, post or fax, whichever is easiest for you.  

Please note, however, that we can only accept requests sent by email.

Our office hours are Monday – Friday 8.30am to 5.30pm (excluding bank holidays).  However, if you need to add stolen bars outside of these hours you can contact the networks direct:

· For Vodafone please dial 0845 4400 189
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Email

· For all customer service, processing, and provisioning queries including billing queries please email:
mobile@gteq.co.uk
· For all credit control queries, including missing invoices please email:

commissions@gteq.co.uk
· For all commercial and agreement queries please email:

commissions@gteq.co.uk
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Phone  

Mobile Services 


0844 811 0844
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Fax

· Resellers Direct Fax Number

0844 811 0855 

Post

· Please write to: Mobile Services, GTEQ Solutions Lyme House, Heather Close, Lyme Green Business Park, Macclesfield, Cheshire, SK11 0LR.
Data Protection
In line with the GTEQ Solutions Data Protection policy you are required to inform us via email of all staff that both join and leave your employment that will have regular dealings with GTEQ Solutions.  Please ensure you inform us of any staff who may cover holidays.

Please include the following information:

· Name

· Email address

· Contact number

· Job description

· Any emails you wish them to receive – i.e. billing info/tariffs etc

Please note that GTEQ Solutions cannot accept any responsibility for data protection if you fail to update us if a member of staff leaves.  Any individual that is not on your data protection list who emails or contacts us stating they are from your company will be referred back to the nominated person and no information will be given.


Please mark the email – DATA PROTECTION in the subject field.
Emails 

In order for us to deal with your query quickly and effectively please ensure that you clearly label all emails in the subject field with the type of query.  This will not only help us to prioritise emails where necessary, but aid us in locating archive requests should any queries arise.  


Please note that any emails that are not correctly labelled in the subject field may be rejected.


Ordering SIM Cards


How do I order SIM cards?

Simply fill out a purchase order and email it to mobile@gteq.co.uk  with the quantity you would like.  


Please mark the email – SIM ORDER in the subject field.

New number allocation

Please request new numbers in advance of submitting a connection request so that the numbers can be entered onto the customers’ contract and the Connection Request Form.

Simply send an email stating the quantity required
· All numbers can only be requested up to a week before connection and no batches will be issued.

· Any unused numbers are only valid for 6 months after the issue date.


Please mark the email – NEW NUMBERS in the subject field.

As numbers are allocated on a first come first served basis we cannot guarantee requests for specific number ranges.  If you would like consecutive numbers please include this in the email.

Premium mobile numbers
Bronze, Silver, Gold and Platinum numbers are available from Vodafone at a charge.  If your customer would like to purchase a number there are some examples and the cost for each network below.  Please note that these must be paid for before they are issued.

Platinum Numbers 
£1250 + vat

Any suffix with all digits the same e.g.  xxxxx 222222.

Gold Numbers
£750 + vat

Any suffix that is "highly desirable" e.g. xxxxx 111222 or xxxxx 123123.

Silver Numbers 

£500 + vat

Any suffix that is "desirable" e.g. xxxxx 112244.

Bronze Numbers 

£250 + vat

Any number that is not in the above classification that the customer specifically requests e.g. copy of landline phone number.

If your customer would like a premium number, please contact Mobile Services with a selection of examples as we are unable to provide a list.  i.e. if the customer wants 111 222 or any xxx xxx please put this.

Please mark the email - PREMIUM MOBILE NUMBER(s) REQUIRED in the subject field.

Connections and Provisioning


Please note that although we process requests and they show immediately on our billing system, it can take up to 48 hours to go through at network level.  Most requests go through within a an hour but please be aware of this time scale for anything that we process, e.g. new connections, SIM swaps and bars that are added/lifted.

For all new connection types (including ports and migrations) please ensure that you fill in the connection request form with the information required.  Failure to provide all these details will delay processing.  Please ensure that you already have new numbers for any new connections and SIM numbers have been included (where required).  

Please note that unfortunately we will not be able to process (or part process) any connection requests that are sent through without all of the correct information.  Please ensure a corrected version is emailed to mobile@gteq.co.uk
There are 4 types of connection for which you will need to submit a Connection Request:

CONN 

Brand new connection

PORT 

The number transfers to a different network and Service Provider

MIGRATION 
The number remains on the same network but transfers Service 



Provider


Please mark the email - NEW CONNECTION - [CUSTOMER NAME] in subject field.

Please mark the email - NEW PORT - [CUSTOMER NAME] in subject field.

Please mark the email - NEW MIGRATION - [CUSTOMER NAME] in subject field.

All connection requests for new connections must be sent through on the date of connection.  Please do not send requests in advance unless otherwise authorised.  

If you have a large amount of connections (25+) please email mobile@gteq.co.uk as soon as possible to ensure that they can be processed as soon as possible.

For ports and migrations, please ensure that the correct PAC code is included on the form.

A new SIM is not needed for migrations. 

If there is a mixture of ports, migrations and new numbers, and you would like the new numbers to be connected in advance, the nominated parent must be a new number. Otherwise the new numbers will be connected once the porting/migrating parent is processed.  Please ensure the parent number is placed at the top of each group of connections, with all ports, migrations and new connections listed together.

Contract Term Period
Please ensure that the contract minimum term column is completed.  Any connection requests sent through where this is blank will be treated as if they are on a minimum period of 12 months*.  This may affect the commercials paid on these numbers if connection requests are sent through incorrectly.


*Please note that you are unable to change the minimum period of a contract from 12 months to 24 months or vice versa once the number has been connected.

Ports & Migrations
There are 2 ways a customer can transfer their existing mobile number to GTEQ Solutions:

PORTING  
The number transfers to a different network and Service Provider, or

MIGRATING
The number remains on the same network but transfers Service 



Provider

You will need a valid PAC from your current service provider to move numbers to GTEQ Solutions
· The earliest date that can be set after we have received your request for porting or migrating to GTEQ Solutions will be…5 WORKING DAYS*
· If the numbers are on a bulk PAC (>24 numbers), the earliest port/migration date available will be…10 WORKING DAYS*
*It is not possible to transfer a number at the weekend or on Bank holidays as there is no network support at these times.
· Port and migration dates are ‘locked’ 48 hours before the actual date of transfer and cannot be changed after this point.


What time will the port take place?

On the transfer date, the donating service provider can release the number to GTEQ Solutions anytime between 10am and 4pm.  At some point during this time their old SIM will stop working.  Once this happens the customer can put their new GTEQ Solutions SIM card (which will already be active) in the phone.

What time will the migration take place?

When a number migrates into GTEQ Solutions they are connected on to their existing SIM card.  At some point between 9am and 4 pm the number will be migrated on to GTEQ Solutions airtime, and the customer will not lose service.

Problems with Ports
If you have any problems with the port; please do not report this until after 4pm on the day of the port to ensure that the port has been completed at both ends and has gone through at network level.  If we cannot resolve the problems in house, issues are normally resolved within 48 hours from reporting the fault with the port (dependant on the donor network).


Please mark the email - PORT-IN PROBLEM in subject field.

SIM Swaps
To request a SIM change, please send an email to mobile@gteq.co.uk detailing both the mobile and replacement SIM number.  Please advise us if you are aware that a stolen bar has been added by the network ‘out of hours’ as we must ensure that the bar is removed before the SIM swap is actioned.


Please mark the email - SIM SWAP in subject field.  

If the customer receives the error message ‘SIM registration failed’ on their handset (after we have confirmed that a SIM swap has been processed) this usually means that the SIM is still processing at network level.  If after 24 hours the customer is still receiving this message please contact Mobile Services.


Please note that ALL SIM swaps will be charged at £15 + VAT.

Data and Fax Numbers
If you want to send faxes, emails and use the internet on the move without using a GPRS device, GSM fax and data services could be perfect for your customer.  Calls are charged at the standard rate for the time spent online.  

Once you have data and fax numbers activated you can:

· Send and receive faxes

· Send and receive emails and use the internet


To send and receive fax and data please ensure that your GSM mobile is data compatible and you have one of the following:

· A laptop computer connected to a GSM mobiles 

· A handheld PC connected to a GSM mobile

To get fax and data enabled on your customers SIM card you need to request data and fax numbers.  


Please mark the email - DATA and FAX NUMBERS in subject field.

You will then be sent a new mobile number for each GSM data/fax service you requested.

GPRS & MMS
To have GPRS and MMS activated on an existing connection you need to request a GPRS tariff.  Please note that all current Vodafone tariffs include a GPRS package and this cannot be changed.  Please send an email detailing the phone number and GPRS tariff code.  Please also state whether or not MMS is required.  You will find the GPRS tariff codes on the tariff sheet in the tariff pack.  

Please mark the email - ADD GPRS in subject field.
APNs
Handsets are automatically set up for WAP and MMS when the GPRS tariff is added, unless you request WEB to be added in the email.  If you require any further APNs to be added i.e. WEB, please email the numbers through to mobile@gteq.co.uk 
Please mark the email - ADD WEB APN in subject field.
Problems with APNs
We are able to re-provision the APN if GPRS has stopped working.  Please ensure that prior to emailing us through you have gone through the network procedures for GPRS and MMS.


Please mark the email - APN RE-PROVISION in subject field.

GPRS settings

In order for you to set up phones for WAP and MMS for your customers the following websites can be used:

VODAFONE
       http://wapota.vizzavi.co.uk/dms/cm?pl=uk&lg=en&sd=wef&Rebrand=yes
NOKIA 

       http://europe.nokia.com/nokia/0,,71993,00.html
MOTOROLA
       http://hellomoto.com    

SONY ERICSSON      http://www.sonyericsson.com/spg.jsp?cc=gb&lc=en&ver=4000&template=ps3&zone=ps
SAMSUNG
       http://uk.samsungmobile.com/sg/otapage.jsp

What is a Megabyte (MB)?

There are 3 ways to measure Data.  They are:

Bytes


This is the figure we use to display data on our billing system.

Kilobytes

This is the figure shown on the customer’s invoice.

Megabytes (MB)
This is the figure used in our tariff information.

1024 bytes = 1 kilobyte 

1024 kilobytes = 1 megabyte

Resign Process
The process for resigning voice connections with GTEQ Solutions is outlined below.  

Please note that you are responsible for calculating accurate resign figures using the billed amounts from your monthly Invoice file from the CDR 
You must ensure that your records are up to date to ensure you know when your customers connected or last resigned.  An out of contract report will be available on a monthly basis (after the 10th of each month) from your Mobile Services.  This will contain numbers that are out of contract or are in the final 3 months of the minimum term. 

1. The Partner completes the Partner upgrade form with the relevant details and saves it with the company’s name and date as the file name (e.g. services01.06.06.xls).  This attachment will need to be emailed to mobile@gteq.co.uk if the customer resign is successful.

A copy of the resign form will also need to be emailed to commissions@gteq.co.uk.  Please note that the resign will not be processed until an email copy has been received.


Please mark the email - RESIGN (customer reference) in the subject field.

Upon receipt of appropriate resign request form, the commission claim will be verified and the number will then be resigned on the GTEQ Solutions Billing Platform to allow payment of commission.
Once the contract is received and the system has been updated the Partner will be emailed back in response to the emailed resign form with the date the resign has been processed and the payment month.
Hardware Information
Ordering hardware

We have a range of hardware available to you at competitive prices.  All hardware orders must be accompanied by a purchase order from an authorised purchaser within the organisation.
Please note that payment for hardware will need to be made by direct debit and all hardware invoices are on 14 day payment terms.  If your account is not set up on direct debit, payment upfront may be required before hardware can be dispatched to you.
Carriage charges
All hardware orders will carry a carriage charge of £6.99 + VAT per order.  If you decide to return any non-faulty items that you no longer require you must pay the return carriage charge.

Delivery of hardware 

Items in stock that are ordered before 3.30pm will be dispatched the same day.  Some items* will need to be ordered in for you (placed on ‘back-order’) and will be dispatched as soon as they come in.  We will aim to get any back-order items dispatched to you within 5 working days.  


Please allow 5 working days for all orders of BlackBerry BES software and CAL licences.
*Please note that for ad-hoc items or new items, we may need to source a supplier.  
Returns Policy for Handsets and Devices
1. The free-of-charge replacement of faulty handsets. 

Conditions

· The fault is reported to us within 14 days of the date of delivery to you 

· The reported fault is covered by the manufacturer’s warranty. 

· The fault is not the result of operator misuse or damage.

· The handset is returned in its original box complete with all accessories and manuals.

· The handset together with box and packaging are securely parcelled or wrapped by you to prevent damage in transit back to us.   

· The faulty handset is available for collection and replacement by us on a like for like basis within 5 working days of the fault being reported to us.

Exclusions

· The faulty handset is not available for collection by us within the 5 working days stipulated above, in which event a replacement handset will not be left with you. There are no exceptions to this.

· The handset, accessories and packaging when inspected are found to be damaged, incomplete or incorrect (e.g. different make, model or IMEI). GTEQ Solutions will then automatically return the goods to you and charge the full cost of the replacement to your account. 

· We will not arrange collection of goods with a value of less than £20.00

2.   The collection of unwanted handsets and the application of credit to your account.   

Conditions    

· The unwanted handset was not ordered by you.

· You report the delivery to us within 5 working days of receipt and we issue a returns number to you.
· The returns number and returned goods must match our database records.  

· Goods returned without a returns number may result in a delay in or refusal of credit.

· The handset is returned as new in its original box complete with all accessories and manuals.

· The handset together with box and packaging are securely parcelled by you to prevent damage in transit back to us.

· You make the handset available for collection by us within 5 working days of reporting.

Exclusions

· The unwanted handset is not available for collection by us within the 5 working days stipulated above, in which event no credit will be applied to your account. There are no exceptions to this.
· The handset, accessories and packaging when inspected are found to be damaged, incomplete or incorrect. (e.g. different make, model or IMEI). In that event, we will automatically return the handset to you and its full cost will remain charged to your account. 

· We will not arrange collection of goods with a value of less than £20.00

3. The repair of faulty handsets and the GTEQ Solutions loan ‘phone service.

Conditions

· If you contact your Account Manager, they we will arrange the collection of your handset and a loan ‘phone to be sent out to you, upon request.  A returns number will be issued to you for return with the faulty handset(s).  

· We cannot guarantee to offer the same make and/or model when issuing a loan ‘phone; however we will use our reasonable endeavours to match like with like whenever we can.

· If the handset is returned before expiry of the manufacturer’s warranty, and the fault is not the result of operator misuse or damage, then the repairs will be carried out free of charge. 
· If the handset is not covered by warranty, any repairs up to the value of £45 will automatically be carried out and you will be invoiced £45 + vat in accordance with our fixed price agreement.  

· If the repair charge will be in excess of £45 + vat, your Account Manager will contact you with a repair estimate for your consideration. 
· You will have 21 days in which to send us your written acceptance or refusal of the estimate. 

· In the absence of your acceptance or refusal within 21 days, the item will be returned to you unrepaired and a charge not exceeding £25.00 + vat will be applied to your account. 

Exclusions

· We will not accept goods found to be damaged beyond economical repair.

· Any difference between the goods detailed on the RMA/our database and the goods actually returned will result in only the correctly documented items being repaired.  

· Upon our receipt of goods not appearing on the RMA; or upon discovery of any previously undisclosed fault you will be contacted by your Mobile Services Support Executive to discuss the issue of an additional RMA and/or the provision of a further repair estimate.

· We will not arrange collection of goods with a value of less than £20.00

RETURNS POLICY FOR ACCESSORIES (excluding handsets)

1. In the case of a faulty accessory, GTEQ Solutions will (at their discretion) provide a free of charge replacement or apply a credit to your account. 

Conditions

· The goods are returned to us at your cost within 12 months of the date of purchase
· The fault is not the result of operator misuse or damage.

· The fault is reported to us prior to return and we have issued a returns number number for the goods.

· The returns number and returned goods must match our database records.  

· Goods returned without a returns number may result in a delay in or refusal of replacement or credit.

2. In the case of an unwanted accessory, GTEQ Solutions will (at their discretion) exchange the item or apply a credit to your account. 

Conditions 

· The goods are returned to us at your cost within 28 days of the date of purchase.
· The goods were not ordered in specifically for you.

· You have reported to us prior to return and we have issued a RMA number for the goods.

· The returns number and returned goods must match our database records.  

· Goods returned without a returns number may result in a delay in or refusal of exchange or credit.

Exclusions

· Any goods not received in the condition in which they were supplied, and/or showing signs of misuse or damage will not be eligible for replacement, exchange or credit.

· Any difference between the goods detailed on the returns number/our database and the goods actually returned will result in only the correctly documented items being replaced, exchanged or credited.

· For hygiene reasons, earpieces or similar will not be accepted back for replacement, exchange or credit. 

· Any items not supplied by us will not be replaced, exchanged or credited and will be returned to you; a charge not exceeding £25.00 + vat will be applied to your account. 
Payment of Airtime Accounts

Please email commissions@gteq.co.uk with any queries that you may have with the Payment of Airtime Accounts.
Customer invoices


Invoices for each of your accounts are posted out to you within 14 days.  These are payable within the terms set out in the Reseller Agreement and Payment Plan.  If you think you are missing any invoices, please email commissions@gteq.co.uk stating which account numbers and which invoices you have missing.

Please mark the email - MISSING INVOICES in the subject field.

Process for paying accounts


Please note that all charges of GTEQ Solutions shall be paid by the Resellers together with VAT at the appropriate rate.  Payment of all sums due from the Resellers to GTEQ Solutions shall be made by Direct Debit unless otherwise authorised to pay by Cheque, CHAPS or BACs.  This authorisation will have been given on application to become a reseller.  If you are currently not on direct debit then cleared payment must be received before the due date.  All sums due to GTEQ Solutions from the Reseller covered under or in connection with the Reseller agreement or Payment plan shall be paid in full without set-off counterclaim or other deduction.

Please be aware that some invoices are not covered on the same payment terms as your Voice accounts i.e. Buy outs.

The process for paying your accounts is outlined below:

Direct debit payments:

· Direct debit taken on the due date (or next working day).

· Should the direct debit fail, you will be contacted within 24 hours of us being notified by the bank.  

· Once you have been contacted by us Payment will then be due by CHAPs within a further 24 hours. 

Non direct debit payments:

· Contact will be made 7 days prior to due date to confirm date and method of payment.

· If payment has not been received by close of business on the due date (or next working day) GTEQ Solutions reserve the right to disrupt service on all active accounts. 

· Remittance emailed to commissions@gteq.co.uk by due date to ensure the payment can be allocated correctly.

Failure to comply with the above procedure could result in service disruption being applied to any accounts that are active with GTEQ Solutions. 

Part payments will only be accepted on agreement with Credit control.

If there is any failure by the Resellers to pay on the due date for payment then GTEQ Solutions shall have the right to charge interest calculated on a daily basis at the rate of two (2) per cent per annum above the base rate of Lloyds Bank Plc from time to time on all charges due but unpaid from the date the same fall due until the actual date of payment.

GTEQ Solutions shall be entitled to set off and/or withhold any payments to the Resellers against any other sums owed or liable to be paid to GTEQ Solutions by the Resellers.
Invoice disputes
It is the Reseller’s responsibility to advise GTEQ Solutions of any anomalies on their bill leaving sufficient time to pay the bill once due.  If the Resellers has not disputed the charges within 10 working days of the bill run, then all invoices must be paid in full by due date and where applicable a credit will be applied once the dispute has been resolved.  Please see the disputes process in the ‘Other Useful Information’ section for further information.

Payment of hardware accounts

The terms of your hardware account are as follows:

· 14 day payment terms

· Direct debit payment

Unfortunately, no more hardware can be ordered if you account becomes overdue and a credit limit will be issued on application for a hardware account.

The Commission Statement
A Commission Statement is produced within 14 working days of the 1st working day of the month following connection.  These will be emailed out to your nominated person.  If you wish to change this, please email commissions@gteq.co.uk.

This document shows all the information relative to commissions and claw backs for the previous connection month (i.e. the plan sent out in November shows info for October’s connections etc).

The Commission Statement will show the numbers connected along with the amount paid for each handset.  Any payments for resigns will also show on this statement.

Disconnections and any claw backs that have arisen in the previous month will also show on this Commission Statement and will be deducted from the gross connection commission (for claw back information, please see current payment plan).

This Commission Statement will be emailed across to your nominated person, who will then need to check the information and raise any queries within 5 working days by responding to the email.

Each Commission Statement will include a P.O number at the top, this number needs to be stated in the reference on the invoice.

Any queries raised will be added to the next month’s Commission Statement unless otherwise authorised.  An invoice then needs posting or can be emailed providing it is identical in format and in PDF format (i.e. it cannot be altered) within 7 days to ensure prompt payment of the invoice.  Invoices are paid 14 days from receipt of the invoice.

Payment of invoices is via BACs and all new Resellers must complete a new Reseller application form and provide copies of the relevant documentation.

A Commission Statement is produced within 14 working days of the 1st working day of the month following connection.  These will be emailed out to your nominated person.  If you wish to change this, please email commissions@gteq.co.uk.
This document shows all the information relative to commissions and claw backs for the previous connection month (i.e. the plan sent out in November shows info for October’s connections etc).

The Commission Statement will show the numbers connected along with the amount paid for each handset.  Any payments for upgrades will also show on this statement.

Disconnections and any claw backs that have arisen in the previous month will also show on this Commission Statement and will be deducted from the gross connection commission (for claw back information, please see current payment plan).

This Commission Statement will be emailed across to your nominated person, who will then need to check the information and raise any queries within 5 working days by responding to the email.

Each Commission Statement will include a P.O number at the top, this number needs to be stated in the reference on the invoice.

Any queries raised will be added to the next month’s Commission Statement unless otherwise authorised.  An invoice then needs posting or can be emailed providing it is identical in format and in PDF format (i.e. it cannot be altered) within 7 days to ensure prompt payment of the invoice.  Invoices are paid 14 days from receipt of the invoice.

Please note – if you account has an outstanding balance then GTEQ Solutions reserve the right to hold or contra any due commissions.  The full terms and conditions of payment can be found in your Reseller Payment Plan.

Please be aware that invoice amounts must match the Reseller Commission Statement.

For information on commissions and any bonuses payable, please refer to the “RESELLER AGREEMENT” and the “RESELLER PAYMENT PLAN”.  If you have other queries, please email commissions@gteq.co.uk.
Please note that commission information can only be passed on to you if you have been selected to receive this on the data protection form sent through to us.


Please mark the email - COMMISSIONS/PAYMENT PLAN in subject field.

Network Procedures


Please note that although we process requests and they show immediately on our billing system, it can take up to 48 hours to go through at network level.  Most go through within an hour but please be aware of this time scale for anything that we process, e.g. new connections, SIM swaps, and bars that are added/lifted.

If you think there has been a problem with your request i.e. SIM swap still not active after 24 hours, please email mobile@gteq.co.uk with the mobile number and the problem, including any error message shown on the phone screen.


Please mark the email - NETWORK ERROR in subject field.

Unlocking your mobile with an NCK (Network Code Key)

If you're having trouble getting your SIM card to work in your existing mobile phone, are unable to make a call or the phone screen displays a ‘blocked’, ‘barred’ or ‘SP lock’ message this means it’s locked.  This could be because your mobile phone is latched to your previous network supplier.  Please contact your previous supplier to see if this is the case and to get the unlatching code needed to enable the mobile to be with your new SIM card.  There may be a small charge for this.  Contact details for the networks are:

· T-Mobile

0845 4125000 

· Orange

07973 100150 

· Vodafone

07002 191191 

· Virgin

0845 6000789 

· O2


0870 5214000

You will receive a code that you simply type into your phone to unblock it.  Please be careful when you input this into your mobile as an incorrectly typed code could result in the mobile becoming permanently blocked.

Do I need a PUK code or a new SIM?


Phone screen error messages


The chart below details error messages that are displayed on different models of phone if there is a SIM problem:-

	PHONE MAKE
	IF YOU SEE THE FOLLOWING – YOU NEED A PUK CODE
	IF YOU SEE THE FOLLOWING        

– YOU NEED A NEW SIM

	SONY ERICSSON
	PIN BLOCKED – UNBLOCK?
	BLOCKED – CONTACT CARD PROVIDER

	MOTOROLA
	BLOCKED
	BLOCKED – SEE SUPPLIER

	ALCATEL
	3 BAD CODES! PUK CODE
	PLEASE CALL OPERATOR

	PHILIPS
	ENTER PUK
	PIN BLOCKED (MAY SAY SIM BLOCKED)

	NOKIA
	SIMCARD BLOCKED – ENTER PUK
	SIMCARD REJECTED

	NEC
	THIS SIM IS BLOCKED
	UNUSABLE SIM

	TRIUM
	ENTER PUK
	PHONE PERMANENTLY BLOCKED

	SHARP
	PIN BLOCKED ENTER PUK
	PUK BLOCKED

	PANASONIC
	SIM BLOCKED
	SIM BLOCKED

	O2 XDA/ XDA2
	SIM CARD BLOCKED.  PLEASE ENTER PUK
	SIM CARD IS INVALID. CONTACT YOUR SERVICE PROVIDER FOR ASSISTANCE. 999 CALLS CAN STILL BE MADE

	SAMSUNG
	PLEASE ENTER PUK CODE
	CONTACT SERVICE PROVIDER


You may also need a new SIM if you get the message SIM card failed “on your phone”.

PUK Code requests

The PUK (Personal Unblocking Key) code is needed when a security PIN number has been entered incorrectly three times.  PUK codes can only be requested when needed – we are unable to provide PUK codes in advance.

To request a PUK code, you should not attempt to guess your PUK code as entering an incorrect PUK code could permanently block the SIM card in your phone. Please send an email to mobile@gteq.co.uk stating the mobile number and network and we will email the PUK back to you.  
Please mark your emails - PUK REQUEST in subject field.

Network Fault Diagnosis
Before we can contact the network, we need to find out what could be causing the fault.  If you have any problems including loss of service, please complete the following checks before contacting us:-

SIM CLEAN: Take the SIM out of handset and wipe.

HARD RESET & MANUAL ROAM: Take SIM out of phone and put the battery back in, so that it says ‘please insert SIM’.  Put the SIM back in then set network selection to ‘manual’.  Select another network, i.e. Orange and then set back to VODAFONE.  On Vodafone only you can see when you last updated on the network - *#105#

SIM TEST: Try the SIM in another handset and try another SIM in the customer’s handset.  This should show if it’s SIM or handset related.

CANCEL ALL DIVERTS: 1213 (VODAFONE) from the handset.

If the problem persists after the above options have been explored, gather the relevant information as detailed below so that we can successfully diagnose/resolve the problem for you. 

Before contacting us, please ask your customer (where appropriate):

· When did the problem begin?

· Have any test calls been made? What were the results?

· What is displayed on the handset i.e. full signal, SIM failure etc?

· Is there signal on the handset?

· How many numbers are affected?

· Is it happening when called from landlines or mobiles?

· Is it all numbers called that are not connecting? 

· What postcode are they in? Is there anyone else in the area affected?

· If it is not confined to a certain post code area, how far out of the area do the users have to go before service resumes?

· Have they ported from another network?


Please mark the email - NETWORK PROBLEM – [VODAFONE] in subject field.

SMS Problems
If the customer is unable to send SMS then there are a few things you must do before contacting us:-

· Check the message centre number is correct



Vodafone 
+447785016005
· Check message has not been sent via GPRS

· Check Reply ‘path’ (under Message Settings)*
*If your customer’s phone is set to ‘reply via same centre’ they may experience difficulties when replying to a received text (“number unavailable” or “number not recognised”).  They can still send an SMS back to the sender but they must go to create a completely new message.  The setting to change this is in the same Message menu as the Message Centre number under either REPLY PATH or REPLY VIA SAME CENTRE. Ensure that this is set to NO or OFF. (If your customer reports that others cannot reply to their texts, the settings on the other user’s phone should be checked in the mentioned way above).

GPRS Problems
If the customer is unable to send MMS or connect to GPRS then there are a few things 
you must do BEFORE contacting us –

Unable to connect to GPRS

· What date was GPRS added to the account? Has this been over 24hrs? If not retest after 24hrs have elapsed to see if the fault is still evident.

· Has GPRS ever worked in this location? 

· If a location based GPRS issue, how far and in which direction does the customer travel for service to work? 

· Have the GPRS WAP settings been deleted and then resent (if applicable) or re-added then checked with the customer? 

· What tones are heard or what error message is displayed when the customer tries to connect to GPRS WAP? 

· What is the exact date and time the customer attempted to connect to GPRS WAP? 

· Does the error message appear immediately or after a length of time, if so when? 

· Is the problem constant or intermittent? Does the problem only occur at certain times? If so, please specify. 

· What is the full address of the homepage the customer is trying to connect to? 

· Can the customer connect to any internal or external WAP sites? 

· If they are having problems connecting to one site, which site are they trying to access? 

· Has the customer tried connecting to GPRS WAP with their SIM in another handset? 

· Is the customer in the UK, if not are they in a GPRS supported country? 

· Has the customer powered their handset OFF then back ON again? 

· Has the customer cleared the cache? 

MMS Problems General:
· Handset make, model & software/firmware version. 

· Please provide the full fault location including house number / street name / town / village / postcode/ motorway junction if applicable. 

· Please provide a brief description of the fault. 

· Has the service ever worked? 

· How long has the fault been evident? Please provide the date and time. 

· Is the fault intermittent or continuous? 

· Has the SIM been cleaned and tried in a different handset and vice versa? What were the results? 

· Does the customer have a GSM signal? If so, how many bars? 

· Does the customer know anyone else with the same problem? 

· Has the handset been damaged, serviced or replaced recently? 

· Has the handset been powered OFF then ON again? 

· Is the customer stationary or moving? 

· Please re-send the settings and re-test. 

Problems with Sending MMS
· What error message does the customer see when sending the message? 

· What number is the customer sending the message to? Is this the only number affected? 

· Which network is the customer sending the message to? Is this the only network affected? 

· What type of message is being sent? Picture / text / sound or combination? 

· Can the customer send SMS and make voice calls? 

· Is CLI being withheld? If so, please ensure CLI is presented.
Problems with Receiving MMS
· What number is the customer unable to receive from? Is this the only number affected? 

· Which network is the customer unable to receive from? Is this the only network affected? 

· What handset is the customer unable to receive from? Can the customer receive from other handsets? 

· How much free memory does the customer have on their handset? 

· Can the customer receive SMS and voice calls? 

Bars

	Types of Bar AVAILABLE

	FINANCE BAR (for non-payment only)

	SMS BAR

	AIR CREDIT BAR

	GPRS BAR

	INCOMING CALL BAR

	INTERNATIONAL BAR

	INTERNATIONAL AND PREMIUM RATE BAR

	INTERNATIONAL ROAMING

	OUTGOING BAR

	PREMIUM RATE BAR

	STOLEN PHONE BAR


To add or remove bars, please email mobile@gteq.co.uk or your Internal Account Manager with the type of bar you need to be added or removed along with the mobile number.  You must specify the exact type of bar that you require.

All numbers are enabled for roaming and international calls from connection.

The table opposite shows the type of bars we can add or remove


For stolen bars please mark the email clearly STOLEN BAR in subject field.


For all other bars please mark the email clearly ADD/REMOVE – [BAR TYPE] in subject field.

If you have already requested the bar to be removed and are still having problems, please state this in the email.

Finance Bars (Previously Admin Bars)
International roaming is enabled on all handsets unless bars are requested at the time of connection (new connections only).  If bars have been added previously you must ensure that they have been removed before they travel, otherwise they will not be able to make calls.  The finance bar can now only be used for barring customers that have an overdue account with you.  To have a finance bars added or removed please mark the email clearly FINANCE BAR in subject field.

We will action stolen bars and finance within an hour providing they are clearly marked STOLEN BAR or FINANCE BAR in the subject field.  All other bars will be actioned as follows:-

· < 25 numbers only within 4 hours.

· > 25 numbers, bars will be added or lifted within 24 hours.

Out of hours - stolen bars
To get a stolen bar added out of hours please phone the relevant network (see Contact Details) and then notify Mobile Services by email on the next working day so that we can match our system to the network. 

If a bar has been added in this way and we are not later notified then any subsequent requests (e.g. SIM swaps) will fail at network level.

International Bars 
We can add/remove the following international bars:-

· INTERNATIONAL BAR

· INTERNATIONAL AND PREMIUM RATE BAR

· INTERNATIONAL ROAMING


Please mark the email ADD/REMOVE INTERNATIONAL BARS in subject field and include the type of bar in the email.

Please note that all new connections are not automatically enabled for roaming and making international calls.
Disconnections and numbers leaving GTEQ Solutions
Requesting Pac Codes
All PAC requests are subject to 30 days notice.  Please ensure that this is taken into account when confirming a disconnection date to a customer.  The customer can buy out of the notice period if they wish to do so
To request a PAC, please email mobile@gteq.co.uk 
please mark the email as PAC REQUEST in the subject field.

Please note that any numbers still in contract will require buy out of contracts - we will notify you of these numbers, but not work out a buy out unless you request one.

· For requests of less than 25 numbers, a PAC will then be emailed to you within 48 hours of the PR date. 

· For requests of 25 numbers or more, the PAC will be emailed to you within 10 workings days of the PR date.

*If PACs are allowed to expire, new PACs will be released on the same time scale as above

Disconnections
All disconnections are subject to 30 days notice.  Please ensure that this is taken into account when confirming a disconnection date to a customer.  

To request a disconnection, please email mobile@gteq.co.uk 

Please mark the email DISCONNECTION REQUEST in the subject field.


Please note that any numbers still in contract will require buy out of contracts - we will notify you of these numbers, but not work out a buy out unless you request one**

Buyout and Payment In-Lieu of notice
The information below describes the Buy Out policy - it is vital that you fully understand every aspect of the policy described and the ways in which it impacts both you and your customers.  If any customer wishes to buy out of the remainder of their contractual term and every attempt has been made to resolve any issues, this must be allowed.

The calculation for any buy out fee is dependant on the customer's contractual circumstances and does not include any discounts that are on your account -

In either instance, these steps will be followed -

1. Customer requests buy out.

2. Resellers confirms this request to GTEQ Solutions via email, detailing the relevant mobile numbers.

3. GTEQ Solutions confirms the buy out figure to the Resellers which the Resellers must acknowledge by return.

4. An invoice is raised for the fee and a copy is emailed to the Resellers.

5. Cleared payment must be received by GTEQ Solutions before the final stages of the buy out will be processed (the quickest method is by credit card over the phone).

6. Upon receipt of payment, the request will be actioned by GTEQ Solutions as per the following timescales -

· PAC request - within 48 working hours (under 25 mobile numbers) or 10 working days (25+ mobile numbers)

· Disconnection - within 24 working hours

To request a buy out, please send an email detailing the relevant numbers. Please mark the email BUY OUT REQUEST in the subject field.

For any customers who have historical debt issues with yourselves, you cannot refuse a request to buy out.  However, as in our policy with yourselves, you can request cleared payment of the buy out fee only before releasing a PAC or confirming disconnection.  Any historical debt issues must be dealt with outside of the buy out process.

Numbers leaving GTEQ Solutions via PAC
· Numbers that are set to port out of GTEQ Solutions Communications will leave our airtime after 2pm on the transfer date.

· Numbers that are migrating can leave anytime between 9am and 4pm, once the number is showing with the new Service Provider on the network.

· For numbers migrating out, there should be no break in service for the customer as they are carried out by the network.

If a number has not left GTEQ Solutions airtime for anything other than the above reasons, the new Service Provider cannot log the problem until after 4pm on the transfer date. This is to allow the network sufficient time to complete the transfer.  If there are still problems, the new Service Provider must contact our MNP department directly.

Reconnections
Please note that we cannot guarantee a reconnection of a number that you have previously requested to disconnect.  If it is possible to do a reconnection you will be charged £35 + vat for this.  Please be aware that if the number has been disconnected for more than 3 months we will be unable to do the reconnection.

Dispute Procedure

All disputes must be in writing.  They can be emailed to Mobile Services or the Head of Mobile Services or posted to:

Mobile Services, GTEQ Solutions, Lyme House, Heather Close, Lyme Green Business Park, Macclesfield, Cheshire, SK11 0LR
 The procedure for disputing any issues or processes is outlined below:

1. The Resellers sets out full details of the dispute in email/writing, along with any relevant evidence including documents to the email/postal address above.

2. Mobile Services will decide if there is an issue to be resolved and within 7 working days will confirm to the Resellers that the matter is being investigated or will be investigated on receipt of other itemised documentation (e.g. emails, statements etc).  Where additional information is required, the investigation cannot begin until this has been received.

3. The issues will be investigated and the Resellers and/or any third party may be asked for further details at any stage.  Investigations will be completed no longer than 28 days from receipt of all relevant information and a report emailed to the Resellers within 7 working days thereafter, setting out GTEQ Solutions decision.

4. Where applicable a credit will be raised onto the Resellers account following acceptance of the decision.

5. Any appeals against the decision of GTEQ Solutions must be made to the Group Commercial Director
Any and all investigations will be made without prejudice to GTEQ Solutions entitlement to receive payment of invoices within agreed credit terms and without contra or set off pursuant to the Terms and Conditions of the Reseller Agreement 
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