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From order to activation – 

an explanation of your journey to a world-class broadband service 

Introduction 
The Hampshire Community Broadband (HBL) fibre network is now being installed through our local area and 
the first connections to customers’ properties are nearly ready to be made. It is the aim of HBL to have 
completed its network roll-out predominantly by Christmas 2018 with a few remaining properties being 
connected in the early months of 2019. 

In recent months the Government, through the Department for Digital, Culture, Media & Sport (DCMS), has 
launched an incentive/grant scheme – the Gigabit Broadband Voucher (GBV) Scheme – to encourage 
companies such as HBL to provide a broadband service with speeds of up to a Gigabit per second (1,000 
Mbps), but for at least 100 Mbps, predominantly to small or medium sized enterprises (SMEs) in their local 
areas. Households are also able to benefit from this scheme but to a lesser extent and only if there are 
sufficient businesses participating. HBL wants to take advantage of this scheme to benefit its customers and 
itself. Through our partner company, Fibre Options Limited (FOL), our project is now successfully registered 
under the scheme. For further details of the GBV Scheme, see https://gigabitvoucher.culture.gov.uk/. 

Under our registration for the scheme, SMEs and private households can benefit to the tune of, respectively, 
£2,200 and £500 (excluding VAT) in respect of the costs relating to getting connected. As with any grant 
scheme, to gain the benefits certain steps must be complied with. An outline of the journey from order to 
being connected is given below. Each stage is explained in more detail thereafter. 

 

Stage 1 
•Decide which HBL service you 

want; and place your order. 
Stage 2 
•FOL applies on your behalf 

for a Gigabit Broadband 
Voucher to cover your 
installation costs. 

Stage 3 
•Once your GB Voucher has 

been approved, we proceed 
with the installation of your 
service. When your service is 
live, FOL then send you an 
invoice for the works done. 

Stage 4 
•DCMS verifies with you that your service 

has been activated successfully and, if 
so, releases your voucher monies to 
FOL. You pay the balance on your 
invoice after deducting the value of the 
GB Voucher. Stage 5 

•Ongoing service commences with 
monthly payments being made. 

https://gigabitvoucher.culture.gov.uk/
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Stage 1 – Choose your HBL service and place an order 
 

 

If you want your installation to benefit from a Gigabit Broadband Voucher, our partner company, FOL which, 
for the purpose of our registration, is the ‘supplier’ will make an application to DCMS for you. In this case, FOL 
will also technically be responsible for effecting the connection of your service to our network.  

If you are applying for our Business 100/100 service, you must be sure that you are an eligible SME. We can 
give you some guidance on this point if you wish. 

For contact with the HBL team,  

Martin Slatford Email:  martin.slatford@hampshirebroadband.co.uk 

HBL, Chairman Mobile: 07943 400505 

   Chris Radford Email:  chris.radford@hampshirebroadband.co.uk 
HBL, Director Mobile: 07557 149288 

   Katie Cochrane Email:  katie.cochrane@hampshirebroadband.co.uk  

HBL, Sales Mobile: 01635 898762 
 

 

Once you have placed your order …… we then go to Stage 2. 

 

  

Choose the HBL broadband service you want.  
See Appendix 1. 
Any questions, please contact one of the HBL team – see below for 
their contact details. 

Place your order. 
Go to: www.hampshirebroadband.co.uk/order and submit your 
order on line, or print off an order form, complete it and send it to 
Katie Cochrane – see below. 

An Order Confirmation will be sent to you by Fibre 
Options Limited (FOL). 
This document will set out the details of your order and of the 
obligations you are agreeing to. 

mailto:martin.slatford@googlemail.com
mailto:katie.cochrane@hampshirebroadband.co.uk
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Stage 2 – FOL applies for a GB Voucher to cover some or all of your 
installation charges 
 

 

 

A copy of the Beneficiary T&Cs concerning the Scheme, are attached as Appendix 2. Please read this 
document carefully. To benefit from the GBV Scheme, you must be an eligible SME or individual. 
Please read clauses i - iii of the first section ‘About my connection’. 

Important: please note that if you apply for a business GB Voucher and, for whatever reason, you 
are found not to be eligible and/or you do not agree to the T&Cs, then you will not receive the 
Voucher. If this happens, you can cancel your business order and then apply for a residential GB 
Voucher in its place. 

 

Once your GB Voucher has been issued …… we then go to Stage 3. 

 

  

On receiving your order, FOL applies via the 
DCMS portal for a Gigabit Broadband Voucher to 
cover your installation charges. 
This is done by FOL as orders are received. 

DCMS will contact you by email to confirm your 
eligibility for a GB Voucher and that you agree to 
the scheme T&Cs. 
To ensure you are eligible for the scheme, see below.  
For a copy of the scheme T&Cs, see below. 

Please respond promptly to their request ... 
otherwise you may hold up the installation of your service. 

DCMS then confirms the customer's eligibility and 
issues a GB Voucher to FOL for your benefit. 
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Stage 3 – We proceed to install your broadband service 
 

 

 

Once DCMS knows that your service has been activated …... we then go to Stage 4. 

  

HBL organises for your house to be connected to our 
network. 
We will advise you of the intended date(s) when: 
– our network will be extended to your property boundary; 
– we will dig across your garden to the property in accordance 
with our standard specification (see Appendix 3 - Hampshire 
Community Broadband Installation Guide); and 
– we will install the necessary equipment into your property. 

Once all the connections have been made, we can then 
activate them and make sure your system is live and 
working. 
When this is done to your satisfaction, you will be asked to sign a 
form confirming you are happy. 

Through FOL, DCMS is informed that your 
installation is live and working. 

FOL will then send you an invoice for the  
installation charges as per your Order 
Confirmation. 
You are asked to pay the amount of your invoice less the 
value of the GB Voucher immediately or no later than 
within 7 days. 
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Stage 4 – DCMS confirms with you that the service is live 
 

 

 

Stage 5 – Your ongoing service 
 

 

DCMS will contact you by email to confirm that 
your service is live and working. 
You must respond promptly to this request for confirmation 
in order for your voucher monies to be released to FOL 
quickly. 

Once DCMS is content that your service is live and 
working, they will release a payment to FOL for 
the value of your GB Voucher.  

When this money is received by FOL, it will treat 
this as payment of the installation charges shown 
on your invoice ... 
but you will still be liable for the balance shown on the 
invoice, assuming you have not already paid it.  
If you do not pay the outstanding balance on your invoice, we 
reserve the right to disconnect your service. 

Shortly before your service is to be activated, FOL, on 
HBL's behalf,  will inform its sister company, Purefibre 
Internet Limited (PFI), that your service is about to be 
connected. PFI is acting as HBL's ISP agent and will be 
responsible for day-to-day contact with our customers. 

PFI will then contact you to get your bank details and 
ask you to sign a Direct Debit form in respect of your 
monthly service charges. 

Once your connection is activated, PFI will start the 
process of billing you on a monthly basis. 
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Frequently asked questions 
 

Can my service be activated before my Gigabit Broadband Voucher is confirmed? 

No. We must have received notification from DCMS that they have approved your eligibility for the 
scheme and that they have issued a GB Voucher for your benefit. Because of this, it is important that 
we receive your order as soon as possible so that we can process your GB Voucher application 
through the DCMS process. We believe that this process might take approximately 3 weeks but as 
yet (mid Oct 18) this has not been tested. 

Who will be responsible for doing my garden dig? 

We have decided that it will be easier for the great majority of our customers if we (HBL) do this 
work. Please see Appendix 3 to learn what constitutes a ‘standard’ installation and, for a small 
number of situations what will be classed as ‘non-standard’. Of course, if you want to do your 
garden dig yourself, you are welcome to do so; we will need to advise you of what trenching and/or 
cable ducts will be needed. 

Once the service is up and running and I have paid my installation charges, who 
will own the router that will have been installed in my property? 

HBL will. This equipment and the fibre cable network being brought to your house remain the 
property of HBL – it will be our responsibility to pay for any maintenance of this equipment. If any 
damage to this equipment is found to be your fault, then you will be responsible for the repair costs. 

How do I check my current download speeds to complete the order form? 

You can use any broadband speed tester. We suggest www.speedtest.net. Speed testing for a GB 
Voucher should always be done with a computer plugged into the router. Wireless/Wi-Fi 
connections will normally be slower. 

How do I check the download and upload speeds of my new HBL service? 

Many broadband speed testers do not yet work accurately with 100+ Mbps connections. 
(Remember, you have joined the top 5% of UK broadband users.) We recommend 
www.measurementlab.net/p/ndt-ws.html. There is a link on the HBL website. 
Important: The test must be done with the computer plugged in to the router. 
 

Can I change my order if DCMS rejects my application for a Business Gigabit 
Broadband Voucher? 
Yes, you can change your order to one of the Home services but you must do this before we proceed 
with your installation. If your new order requires us to apply for a residential GB Voucher, then we 
will not be able to proceed with your installation until your new voucher has been approved. 

Am I right in saying I can have a telephone service using the HBL broadband 
service? 

Yes, you are. For information on how to do this, please ask one of the HBL team – see page 2. 

http://www.speedtest.net/
http://www.measurementlab.net/p/ndt-ws.html
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Hampshire Community Broadband services offering with pricing
Appendix 1

Service plan with download/upload 
speeds Mbps

Network 
installation 

charges VAT @ 20% 

Paid for by 
Gigabit Voucher 

from DCMS

Net installation 
charges paid by 

customer
Min. contract 

period (months) Monthly charge

Excl. VAT Incl. VAT Incl. VAT

Home 100/10 £708.33 £141.67 £500.00 £350.00 12 £36.00

Ultrafast broadband service ideal for home users with mostly download 
usage (e.g. TV, radio, music, browsing, email)

Home 100/100 £708.33 £141.67 £500.00 £350.00 12 £60.00

A world-class home service ideal for larger families, uploading 
photos/graphics, teenage gamers, cloud computing, working from home

Business 100/100 £2,200.00 £0.00 £2,200.00 £0.00 12 £50.00

A world-class business service with priority traffic handling, 4 hour 
response time and a free static IP address

If VAT registered

£2,200.00 £440.00 £2,200.00 £440.00 £60.00
If  not  VAT registered If  not  VAT registered

Notes:

5.  There is a limit to the number of GB Vouchers available to HBL's customers. To gain the benefit of such a voucher, certain eligibility conditions must be met. Order early to give 
yourself the best chance of gaining this benefit.

Monthly service costs, invoiced 
by PFI on behalf of HBL:

If VAT registered, VAT cost is offset against 
VAT on sales

Network installation charges, invoiced by FOL on 
behalf of HBL:

1.  FOL is Fibre Options Limited; DCMS is the Department for Digital, Culture, Media and Sport; HBL is Hampshire Community Broadband; PFI is Purefibre Internet Limited

2.  HBL and/or its agents are responsible for all standard installation charges, including bringing the network to the customer's property. See Appendix 3.

3.  With Business 100/100 service, the customer will have the benefit of one FREE Static IP address.

4.  All services will receive the benefit of a 365 days a year support service with an 8 hour response time. However, for the Business 100/100 service, the response time is 4 hours.















 

 

Hampshire Broadband Ltd 
 

phone: 01635 898762 
e: mail@hampshirebroadband.uk  
w: www.hampshirebroadband.uk 

 

 
Hampshire Broadband Ltd is a company registered in England & Wales, number 10669355 

At Poveys Barns, Stoney Heath, Baughurst, Tadley, England, RG26 5SN 
 

Appendix 3 
 

STANDARD AND NON-STANDARD HOME AND BUSINESS INSTALLATIONS 
 

November 2018 
 
 

Our purpose: to ensure simple, consistent, cost-effective installations of residential and business properties to the 
Hampshire Community Broadband network 

 

To connect your property to our network, we need to bring a fibre optic cable from the connection point, near the boundary of your 
property, to the place in your property where you want your router.  

Your router must be within one metre of a power socket. The fibre cable runs from the router through a hole we will drill in your 
wall, down into the ground where it will then run back to connect to our network. If the router is located away from the point of 
entry into your property, we will run one metre of internal fibre cable between the entry point and the router. Longer fibre cable is 
available to order.  

Before commencing the installation, the technician will ask you to agree the route of the fibre optic cable into your property. The 
technician will record the plan for your installation on a form and ask you to sign to confirm that you are happy and that you have 
been shown how to use the equipment supplied.  

Please ensure that the route of the installation is within the boundary of your property. If you ask us to install across a route where 
we do not believe we have the necessary consents or permission, we will not be able to carry out the installation and you may be 
asked to pay a cancellation charge.  

There must be someone over the age of 18 at the property during the installation. This is to protect us and you and to ensure that 
the installation is carried out as we have agreed. If you are not able to be present, please ensure that the adult who is present 
understands your requirements and has your authority to agree the installation route.  

When the work is done you should find that everything has been left neat and tidy, holes are sealed with silicone and the ground 
outside has been reinstated as close as possible to its original state. 

Standard Installations 

Our standard installation service covers all installations, up to 100 metres, except for those which meet any one of the criteria 
listed in the clause below. All our installations will be undertaken by a Hampshire Broadband Ltd (HBL) contractor. 

Non-standard Installations are those which involve:  

• Distances above 100m 

• hot-lay tarmac required to reinstate the ground  

• more than 5m of concrete or tarmac area to be reinstated  

• over 3mof block paving or flag stone to be lifted and reinstated  



 

 

 

• some other unusual surfaces that will need specialist skills to lift and reinstate. 

If you know that the installation for your property will meet any of the criteria listed above, please let the HBL contractor know at 
the time of booking so that they can arrange a survey prior to your installation and make sure they have all the correct machinery 
and materials available on the day of your installation. The HBL contractor will charge you directly for the additional cost of non-
standard installations. You are free to use your own contractor to undertake such non-standard work should you wish to do so. 

Things to consider 

This is a list of things to think about to make your installation a successful experience.  

1. What surfaces will we be digging? 

Standard inclusive digging is through turf, loose soil or loose gravel. 

  For compacted gravel, concrete or tarmac, 5m is included as standard. 

Our technicians will cross up to 3m of block paving or flag stones within the standard installation.  

2. Are there any walls or other structures to take into account?  

For example – garden walls, sheds, ponds, fountains, swimming pools, garages, etc. 

3. Where will the router be situated?  

Our standard installation will be to the ground floor. The first floor can be accommodated, but may require more time at 

an additional cost. 

4. Thickness of walls (if known)?  

If your external wall is over one metre thick, please let HBL’s contractor know at the time of booking.  

5. Is there anything unusual inside the property?  

For example: Are we installing close to a radiator or other water supply? Are we installing in a cupboard or is there any 

other obstruction?  

Please let HBL’s contractor know at the time of booking the appointment.  

Reinstating your property  

We will reinstate the surface where we have installed our apparatus as close as reasonably possible to its original state. 
However, it is not possible to dig trenches without leaving any trace. We will make good any damage to your property caused 
while carrying out the installation service on your property. We are not responsible for the cost of repairing any pre-existing faults 
or damage to your property that may be discovered while providing the installation services.  

If you have any concerns about the work we have done on your property, then please contact HBL’s contractor and Hampshire 
Community Broadband as soon as possible. 

You will be asked to sign to confirm that you are fully satisfied with the installation and reinstatement – only sign when you are 
fully satisfied.   
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