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Further information on the Emergency 111 Vulnerable Consumer
VoIP Services that may not function during a power failure

Phone services provided by Ezykonect may not function during a power failure at the customer premises (unless that premises has backup power such as a generator)
Ezykonect recommends keeping a charged mobile phone available to dial 111 emergency services in the event of an emergency. 
If you do not have unrestricted access to a mobile phone, then you may be eligible to register as a vulnerable consumer by following the process below.

To Register as a “Vulnerable Consumer”

To be covered by the 111 Contact Code as a “Vulnerable Consumer”
· persons living at the address, must be at particular risk of requiring the 111-emergency service (either now or soon) due to health, safety or disability/medical reasons.
· in the event of a power failure, do not have the means to contact emergency services at their place of residence.

If you or someone living at your address qualifies as a VoIP vulnerable consumer, click on the link or contact Melanie at admin@lraecomms.co.nz, Free Phone 0800 801 102 to learn more.

· Click here for the Link to the vulnerable consumer form

Once you have downloaded the form and returned your application to admin@lraecomms.co.nz we will make contact with you to discuss your application further.
If deemed a vulnerable consumer we will provide your premises an appropriate means of contacting the 111-emergency services in the event of a power failure for a minimum of 8 hours during a power failure. 
This equipment will be provided free of charge, and we will check every 12 months to ensure it remains necessary and fit for purpose.

Please note the following terms and conditions are specific to VoIP Phone Calls and emergency calls.

· Successful applications will be subject to annual reviews that ensure information is current.
· Ezykonect services provided under a ‘vulnerable person’ declaration is solely for emergency services.
· Ezykonect installations upgrades and changes (eg extra wiring, relocations, extenders etc) remain the customer's responsibility to arrange directly with the provider Ezkonect.
· VoIP services will be provided to the entry point of the Ezykonect internet router located on the property. 
· Ezykonect does not control or will not be responsible for covering additional network elements provided by the customer (relay links, repeaters, cordless phones, medical alarms)
· Equipment remains the property of Ezykonect and is to be returned when the agreement ceases.
· Damage and maintenance will be at the account holder's expense
· As the telephone service is being provided as VoIP (requiring Internet access), customers must maintain a current suitable data plan with Ezykonect to provide this Internet access.
· [bookmark: _MailEndCompose]As a VoIP provider Ezykonect cannot deny or cease supply of a residential landline service on the basis that the provider knows or suspects a consumer is, or may become, a vulnerable consumer.
If Ezykonect agrees that the criteria for a vulnerable consumer have been met, an appropriate means of contacting the 111-emergency service in the event of a power failure at your premises, it will be provided to you at no cost.
Ezykonect will not deny or cease the supply of a landline service on the basis that we know, or suspect, a consumer is, or may become, a vulnerable consumer.
Disputes and Complaints
If you have questions or concerns about the information we have provided or if you wish to make a complaint, please email us at admin@lraecomms.co.nz or 0800 802 102
If resolution is not achieved within five working days, then you can refer your complaint to the
Telecommunications Dispute Resolutions Scheme (TDR) tdr.org.nz. 
TDR provides a free and independent service for residential and small business customers and would engage with us on your behalf. The account holder for the landline
service with Ezykonect can raise a complaint with the TDR on their own
behalf (or on behalf of another member of the same residential household).
If you believe Ezykonect is being negligent in its responsibilities under the
111 Contact Code, you can contact the Commerce Commission directly at
contact@comcom.govt.nz. 
Alternatively, you can contact TDR (telecommunications dispute resolution) Free Phone 0508 98 98 98 or the Commerce Commission NZ Free Phone 0800 943 600

If you have any questions, please email admin@lraecomms.co.nz




