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About Realm Communications Ltd. 
Realm Communications Ltd is a ComReg licensed Premium Rate Service Provider.  

Realm is a leading provider of interactive entertainment services using SMS, IVR, Web and 

WAP, with an international presence in both Australia and the Caribbean.  Realm 

endeavours to provide the very best in interactive entertainment which it’s large customer 

base both values and enjoys. Many of Realm’s services are so successful that its brands are 

household names, in particular Irish Psychics Live. Realm strives to provide services of the 

highest quality and ensure customer satisfaction. 

The purpose of the code 
The purpose of this Complaint Handling Process is to inform our customers of their 

relationship with Realm, once they have used / are using one of our services: 

This process aims to provide: 

 Information on how to lodge a complaint 

 Information on billing and pricing issues 

 Information on how to make a complaint 

 Information on how a complaint will be handled 

 Contact details for alternative complaint bodies 
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How to lodge a complaint: 
 

Opening hours  

Realm’s Customer Service team is available from 9am to 5pm, Monday to Friday (excluding 

Public, Bank Holidays). However there is a voicemail service available for outside of these 

office hours, for consumer who wish to leave a message or request. 

Telephone : 

0818 286606 

In the event that the phones are unmanned, Realm will ensure that customers may leave a 

voicemail outlining their contact details and the nature of their enquiry. 

Postal Address: 

PO Box 10243, Tallaght, Dublin 24 

 

E-mail Address:  

unsub@realm.ie 

 

Response Time Commitment: 

Realm’s Customer Service team will respond within a maximum of 3 working days of the 

Customer’s Enquiry and commence the Complaint Handling Process with the customer. 

 

Customer’s Right to Information on the Progress of their complaint: 

Realm shall keep the customer informed at regular intervals of the progress of the 

complaint giving an estimation of the time needed to investigate and resolve the complaint  

 

Please note: The complaint handling process does not affect the Customer’s statutory 

rights.
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Stages in the complaint Handling Proces 
 

Stage Customer Action Realm  Response Target Response Time 

1 Initial Contact by Customer, 
or by statutory agency on 
their behalf. 

1. Customer Care team will 
endeavour to contact the 
customer with 3 working 
days. 

2. Once the Customer Care 
team has contacted them, 
the consumers issue may 
be resolved or the 
consumer may request that 
their issue is investigated. 

3. In the event a consumer 
cannot be reached by the 
end of the third day on the 
contact number they 
provided, a free SMS will be 
sent to the consumer 
informing them of this: The 
wording of this message is 
as follows: 
We have tried to contact 
you regarding messages 
you have received from 
Realm Please contact 
Customer Care on 
0818286606  if you require 
further details. 

Maximum 3 Working 
Days 

2  1. Customer Care investigates 
the issue. 

2. Customer Care will collate 
all of the information 
required for the case i.e. 
details of the subscription 
etc. 

3. Customer Care will contact 
the consumer with the 
information regarding their 
use of the service. 
Customer may request that 
this information is provided 
to them in a letter / e-mail 
format 

4. Customer Care will explain 
the situation regarding 

3 Working Days 
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their use of the service and 
determines the outcome of 
the issue. 

3 Customer is unhappy with 
the Customer Service 
outcome. 

1. Customer Service notes 
that the consumer is 
unhappy with the outcome. 

2. The issue is referred to the 
Customer Care Manager to 
review the situation. 

3. Customer Care Manager 
will inform the customer of 
their decision and of their 
right to escalate the matter 
to Comreg should they still 
feel aggrieved. 

3 Working Days 

4 Customer notifies ComReg 
and ComReg request Case 
File. 

1. Customer Care provides 
ComReg with case file and 
facilitate any queries which 
ComReg might have.  

3 Working Days 

5 ComReg notify Customer 
Care of their investigation 
outcome 

Customer service will assess the 
results of ComReg’s customer care 
and facilitate ComReg’s  
determination if appropriate.  

Dependent on ComReg 

 

Handling of Unsubscribe and Opt-Out Requests 
 

A consumer can unsubscribe at any stage by sending a SMS containing the keyword STOP to 

the shortcode from which the premium messages originated. Alternatively consumers can 

contact the customer care call centre and request to be unsubscribed. 

A consumer can also remove themselves from Realm’s marketing list (also known as opt- 

out). This can be done by sending a SMS containing the keyword STOP to 57704. Once again 

consumer can contact the customer call centre and request to be opted-out. 

Please note unsubscribe requests take immediate effect, however opt-out requests may 

take up to 40 days to be implemented 
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Refunds Policy 
Realm is committed to ensuring a high level of customer satisfaction and that any issues or 

complaints which a customer may have are resolved in an efficient and amicable manner. 

Resolutions to issues may include, without affecting the customer’s statutory rights, a full or 

partial refund where appropriate. 

In circumstances where a refund is warranted such a refund will be issued as a cheque. A d 

cheque will be sent to the consumer within 14 days of agreement of refund. 

Realm may comply with directions of Comreg issued under Section 9 of the 

COMMUNICATIONS REGULATION (PREMIUM RATE SERVICES AND ELECTRONIC 

COMMUNICATIONS INFRASTRUCTURE) ACT 2010, but reserves the right to appeal any such 

determination in the manner outlined in the Act. 
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Data Protection 
Realm may collect personal information about you from a number of sources. These may 

include: 

 The logs that our systems use to provide service to you, to bill you and to support 

you from a company administrative point of view. 

 Information made available to us by our partner telecommunications services 

providers in the course of providing service to you. 

 Information that our affiliated companies holds. 

 Communications related to you between ourselves and ComReg, The Data 

Protection Commissioner and other statutory and non statutory bodies/individuals 

whom you have authorised to contact us on your behalf, 

Realm has a responsibility not to disclose your data to third parties and as a result, we may 

request you, using an appropriate mechanism, to validate your identity, and your ownership 

of the phone account which is the subject of the enquiry.  

Realm may retain the log file of the complaint and all associated information for a period of 

up to 7 years. 

Realm may use the personal data that we have to promote its products and services but 

these details will not be passed to any other organisations for marketing purposes, except 

to those firms related to the Company. You may opt-out of receiving such information by 

sending STOP to 57704 

In some circumstances we may supply information to organisations such as the police, 

ComReg, the Data Protection Commissioner where the law permits us to do this. 

We may record phone conversations in order to provide training services or to provide 

evidence of a transaction. 

You have the right to obtain a copy of personal data which we may hold about you. We are 

required to retain records relating to complaints and otherwise for at least 1 year. Please 

contact our Customer Service team in this regards. 
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External Escalation 
The customer is within their rights at any time during the Complaint Handling Process to 

escalate their complaints to an appropriate external body: 

Where customer suspects the issue relates to an unsolicited commercial communication, 

the appropriate body is: 

Data Protection Commisioner: 

Telephone  +353 57 868 4800 

E-mail    info@dataprotection.ie 

Address  Canal House 
Station Road 
Portarlington 
Co. Laois 

 

If you believe that your issue relates to the advertising of Realm, the appropriate body is: 

Advertising Standards Association of Ireland 

Phone   +353 1 6608766  

E-mail   standards@asai.ie 

Address  IPC House,  
35/39 Shelbourne Road, 
Dublin 4  

 

For all other matters please contact: 

Comreg 

Phone:   +353 1 8049600 

E-mail   consumerline@comreg.ie 

Address  ComReg 
   Abbey Court 
   Irish Life Centre 
   Lower Abbey St 
   Dublin 1 
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