Wavenet Final Response / Deadlock Letter
Complaint Reference: CS0681975
Customer: Highley Parish Council
Service(s): Microsoft Licensing
Date: 6th August 2026
Dear Customer,
Thank you for your continued correspondence regarding your complaint.
Following a full review of your complaint, account records, contractual documentation, Microsoft licensing records, internal correspondence and information provided by the relevant business teams, I am writing to confirm Wavenet's final position.
As we have now completed our investigation and exhausted our internal complaints process, this letter serves as our Final Response and Deadlock Letter.
Summary of Your Complaint
You contacted Wavenet regarding the removal of a Microsoft licence and disputed the subsequent renewal of that licence.
You advised that you believed sufficient notice had been provided and that the licence should not have renewed for a further term.
You also expressed dissatisfaction with the communication you received during the process and requested that the renewed licence be cancelled without further liability.
Our Investigation
As part of our investigation, we reviewed the account history, Microsoft licensing arrangements, renewal information, internal correspondence and the applicable contractual terms and conditions governing the service.
Our investigation established that the Microsoft licence renewed in accordance with the applicable contractual terms. The agreement does not require annual re-signature and renews automatically unless notice is provided within the required contractual notice period.
We confirmed that notice to terminate the licence was not received within the contractual renewal window and therefore the licence renewed in line with the governing terms and conditions.
We also confirmed that Wavenet remains contractually committed for the renewed licence term and is therefore unable to cancel the licence without the associated contractual liability being addressed.
Complaint Outcome
Partially Upheld
We uphold your complaint in relation to the customer experience and communication concerns raised during the handling of your request.
However, we do not uphold your complaint regarding the renewal of the Microsoft licence, the associated contractual liability, or the application of any applicable early termination charges.
Our Final Decision
Following completion of our investigation, Wavenet's final position is that:
• The Microsoft licence renewed in accordance with the applicable contractual terms.
• The licence remains subject to the renewed contractual commitment.
• Wavenet is unable to remove the liability arising from that renewal.
• No credits or further billing adjustments will be applied.
Deadlock
We recognise that you continue to dispute this position. Wavenet's position remains that the renewal and associated contractual liability were applied correctly in accordance with the governing agreement.
As both parties maintain fundamentally different positions and all reasonable investigative steps have now been exhausted, this complaint has now reached deadlock. This letter therefore constitutes Wavenet's Final Response and Deadlock Letter.
Alternative Dispute Resolution
If you remain dissatisfied with our final position, you may be entitled to refer your complaint to CEDR for independent review. Further information can be found at https://www.cedr.com

Yours sincerely,

Josh Ramsay
Complaints Manager
Wavenet
