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Summary of Residential Customer Terms and Conditions of Service 
 
Hampshire Broadband is a local company based in North Hampshire, with local shareholders and local directors. We have a 
simple aim: to provide you with a world-class broadband and telephone service, second to none, that meets your needs today 
and into the future. 
 
Our full T&Cs can be found on our website1, but here is a summary of our promises and what we expect from you. Some of our 
services are provided using specialist fibre networking companies, in particular Fibre Options Ltd and Purefibre Internet Ltd, and 
they are our partners in delivering our promises. 
 
Our promises to you 
 

• We will provide you with your selected package of broadband and telecommunications services which you specify on 
your order form by installing a full-fibre network directly into your property 

• We will process your order in a timely fashion and notify you of any possible delays in installation should they arise. We 
will make good any damage caused by us during the installation 

• Our engineer will call at an agreed time to install our fibre router in your premises, to fully test the system, and to 
demonstrate to you that the services ordered are being delivered to your satisfaction 

• When we offer a service at a specified download and upload speed, those are the speeds you will receive. We do not 
advertise an ‘up to’ speed and deliver less. Due to factors largely beyond our control, you may get results from a speed 
testing site which indicate less – this is most frequently noticed if you are connected wirelessly (where your in-home wi-fi 
or your smartphone/tablet cannot support our speeds), where the distant server is not capable of supporting the 
broadband speeds we deliver, or where there is network congestion. If you notice any such degradation, contact our 
support team so that we can advise 

• Provided your use of the services remains legal under UK law, we will not throttle your use of the services nor impose 
any cap whatsoever on your data usage 

• You may use our broadband service to provide you with landline telephone facilities using our partner, Vonage Ltd 
• You may call us with any service affecting problems at any time of the day or night, 365 days a year 
• If the problem affects a single customer, we undertake to respond to your call within four hours of receiving such a call 

during standard business hours (09.00–17.00 Monday to Friday) and within eight hours at all other times. We anticipate 
most such faults can be resolved remotely within a four-hour period. In the unusual case where this is not possible and a 
site visit is required, we will take action to ensure that such a visit takes place within 72 hours 

• If the problem affects more than one customer on the network (a Network Critical Fault or ‘NCF‘), we will respond within 
four hours of receiving such a call during standard business hours (09.00–17.00 Monday to Friday) and within eight 
hours at all other times. Once identified as an NCF we will take action to ensure that an engineer is on site working on a 
resolution to the fault within eight hours of it being identified 

• We will ensure that all information about you and your service usage is treated confidentially, and we will abide by all the 
provisions of the General Data Processing Regulations 

• If you are not satisfied with any of the services we provide to you, you may cancel the contract after the initial 12 months 
by giving us one month’s written notice 

 
What we expect from you 
 

• We expect you to be available for our installation engineer’s visit at the date and time agreed with you 
• That you grant us a wayleave, in perpetuity and without charge, allowing us to install our fibre connection from the 

curtilage of your property into your home 
• We expect you to only use the services for lawful purposes in conformance with all applicable UK laws 
• We expect you to take precautions to keep your passwords safe, private and confidential. You will be liable to us for any 

charges resulting from you sharing your passwords with others 
• You will keep confidential all Internet addresses supplied by us, and you will not sell or transfer them to others 
• You will pay our non-disputed invoices by Direct Debit by the agreed date each month 
• We expect you to abide by our Acceptable Use Policy which describes the lawful uses of the services 
• Should you have any dispute or concern over the services we have delivered to you, you will co-operate with us in a 

timely manner to resolve such issues or disputes to your satisfaction 
• In the event that we cannot rectify any issue to your complete satisfaction, you may cancel the services 

 
Our overriding goal is to ensure that you are completely satisfied with our services – and have you recommend us to others. If 
any aspect of what we do causes you concern, please call any of us as local directors and we will personally get involved. 
Together we are members of the same community, and we hope to share our ethos of a community built and financed, superior 
full-fibre network and services. 

                                                        
1 We reckon that our promises are more important than the T&Cs of our competitors, which in many cases extend to over 40 pages of detailed 
legal wording. However, we have lawyers too and they wanted us to insert this footnote: at least we got them down to only nine pages! So if 
detailed recitals, whereases and howevers turn you on, please be our guest and read ours. If you want better broadband honestly delivered by 
people who care, please see above. 


