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TalkTalk Website audit
Broadband speeds information

The Broadband Speeds Code of Practice requires that providers make specific information
available during the sales process and on the website more generally. Some further
information is required if available or if requested by the customer. The following table
explains which information was tested and whether this is mandatory:

Location Information Question Notes
During online | Estimated speed range displayed 2.5 Mandatory (unless
sales process prominently range is very narrow, in

which case a midpoint
may be used)
Estimated midpoint speed 2.4 Optional

Minimum guaranteed speed 2.6 Optional unless
requested, mandatory
when requested
Throughput speed 2.7 Only to be provided
where available, which
is uncommon
Explanation that speeds given are 2.12 Mandatory

estimates
Information about what can affect the 2.13,2.14, | Mandatory
speed of a broadband service, including | 2.21
traffic management and fair usage
policy where applicable (see below)

Information about the Broadband 2.15 Optional; mandatory

Speeds Code of Practice only in post-sale
information

Customer should contact the ISP if their | 2.17 Mandatory

speed falls below the minimum

guaranteed

What would happen if speeds were 2.16, 2.18a | Optional unless

below the minimum guaranteed requested, mandatory
when requested

On website Speed checker 2.0,2.1 Mandatory

Fair Usage Policy in a way that is clear 2.18 Mandatory where

and comprehensible applicable

Explanation of how customers can check | 2.20 Mandatory (not directly

and maximise their speeds tested)

Traffic Management/Shaping Policyina | 3.1 Mandatory where

way that is clear and comprehensible applicable
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Sectionl: General

1.0: Date of website assessment: 17/11/2016

1.1: Time started website assessment: 13.51

1.2: Time finished website assessment: 16:00

1.3: How did you find the majority of the information: A mixture of customer experience
clicking through and searching

Section 2: Audit information
2.0 Was there a broadband speed checker facility? Yes

2.1 Where was the broadband speed checker found?
https://www.talktalk.co.uk/shop/availability

The speed checker was found by linking to ‘broadband’ and then ‘get started’.

The speed checker works differently to most of the other ISPs in that there is differentiated
speed information given for the fibre packages based on the headline speed limit. So there
were 3 different speeds on the page rather than 2 — standard and fibre.
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Great, you're good to go

Useful information

Phone line information
An engineer visit Isn't needed

Estimated go-live date
01 December 2016

Your estimated broadband speed
What's this?

Minimum guaranteed line speed:

3.7Mb 54Mb -12.8Mb

Download speed range:

We use conservative estimates to calculate your estimated speed. Typically, one in
five lines can achieve a higher speed than the top speed of the download range

shown.

Upgrade to Faster Fibre Broadband

Choose your Fibre speed below.

Your basket wy

Your broadband £22.95
Price fixed for 18 month contract

Fast Broadband

Your flexible boosts FREE
All offers valid for 18 months

SuperSafe FREE

Monthly total: £22.95

One off costs
Added to your first bill

Setup Fee £50 FREE

Upgrade to Faster Fibre Broadband

Choode your Fwre speed Detow
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Add TalkTalk TV to your package
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2.4 Estimated mid-point ADSL line speed provided? NO

2.5: Range of estimated ADSL speed provided? YES 5.4-12.5Mb

2.6 Minimum guaranteed speed provided ADSL? YES 3.7Mb

2.7 Throughput speed provided ADSL? NO

2.4b Estimated mid-point VDSL line speed provided? NO

2.5b: Range of estimated VDSL speed provided? YES 39-40Mb/ 64-80Mb

2.6b Minimum guaranteed speed provided? 30Mb/ 44Mb

2.7 Throughput speed provided VDSL? NO

2.11 If fibre optic broadband/ cable was ‘coming soon’ at your address, what information
was provided about this?

N/A as service available

2.12 Did the text in/ around the line checker indicate that the speeds given were an
estimate? YES

The heading is ‘estimated broadband speed’
There is also a dropdown box with more information about the speeds that are provided.
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2.13. Was there any information about what can affect the speed of your broadband
connection within the broadband speed checking facility?

YES on the dropdown box next to the speed. See 2.12

The speed range is an estimate based on what other similar lines across the UK
have achieved for their broadband service. This is based on several factors including
the length of your telephone line to the cabinet and the exchange. The actual speed
you will get might be higher or lower, this will be dependent on the quality of your
telephone line, the time of day, your connection method (wireless or cable
connection) and the age of the device you are using to connect to Broadband.



2.14 Please select what was mentioned IN THE SPEED CHECKER FACILITY

Distance from telephone exchange YES

The wiring quality e.g. fibre optic/copper wire explanation NO

How busy the network is/the number of people online at any one time NO

The network capacity of the broadband provider NO

The time of day/day of week NO

Quality of the phone line YES

Their traffic management policy NO

Their fair usage policy and any specific limits NO

= |7l > lalo| oo

Interference from electrics/devices at home — e.g. the layout of house, number of
devices using electricity, number devices using wireless connections NO

Other (please specify) YES connection method, age of device using to connect

2.15 Any other relevant information found?

FAQ: How much can | download?
As much as you like. Our broadband plans give you unlimited downloads for music,
films and TV.
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No limitson

usage



‘Small print’
Speed information mentions the code of practice and provides more information about
what can impact on speed.
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> Your basket Wy

Supersate FREE

Monthly total £32

2.16. Was there any information about what would happen if the speed you received was
below the minimum guaranteed speed? YES. Next to the speed estimate there is a drop
down box. See 2.12

Minimum guaranteed speed is what we will promise to offer as a minimum speed on
your line. If this speed cannot be achieved when your broadband is connected then
please contact us.

2.17a Did the information state that you would need to contact the ISP if this happened?
YES

2.18a Did the information state that ultimately you can leave the contract if the speed
continues to be below this level?

NO not in this section. However later when | searched ‘throughput speed’ in help | did find
a document about the code of practice which indicated that leaving the contract was
possible. See 2.20

Did the information state at what level the speed needed to be below
NO



2.18 Was there any information about a Fair Usage Policy? Please write in where on the
website this is located (include URL)

No search facility in main site.

One FAQ - ‘How much can | download’ suggested that there was no limit placed on usage.
See 2.15

Searched in ‘help’ and returned a link to the main TalkTalk T&C document where | found a
reference and also another link which explained Fair Usage in more detail..
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2.20 Did the website contain any additional information explaining line speeds (e.g. ‘up
to’ speeds, headline speeds, throughput speeds. Please write in type of information given
and where this is located on the website

Headline speed

Search did not have any returns
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Throughput speeds

This returned a link to information about the Ofcom code of practice which had information
in consumer language relating to what you can do if your speed is lower than the minimum
level.
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Broadband Code of Conduct
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+ What is the Brasdband Speed Code of Condun?

+ WAt does This mean for new Oustomens?

+ Ara thace any conatens?

» How o | know what speed | will got?

+ What to da #f you feel you are not getting the predicted speed?

What is the Broadband Speed Code of Conduct?

The Broadband Speed Code of Conduct has boen ntroduced by Ofcom

10 Provide Clanity ADOUL the acTual broadhand speed you will receive once you
have sgned up and activatod your service. It also offers protection if your service
o Boes POt e he Sevel of speed Quoted during Sigrup.

The Ter “Spaed™ i relernng 10 57 SPeeil 1ot TRCOURNEE speed (what s sync
Apoed?).

CONTFACT Wihoust
What does this mean for new customers?

2 means that you are protecied If the the actual speed when the ne is ive is
Iower 1han the predicied Droadband speed al point of sale.

Are there any conditions?
The fOBOWING CONGRTIONS MUMT DO Mt 1 Grder 10 B relessad from your ConSracs
without penary:

The code sets out the conditions which mean you could be releated from your
penaicy.
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19 yOu #1 point of sale. i you're a YOur kne wit go
through & m mmuww«mwcmmmw
fov your speeds 10 NuCtoate during this Time.

+ YOu must sSow TalkTalk 10 ammempt 50 resolve a0y Baues with your ine to
improve the apoed, tha is 28 working days.

+ You ¢an register any complarts under the Brosdband Code of Conduct ot ary
T from the day yOur sanvice goes ive,
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Mana@e your account
'8 quick and Al
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account ooline,

Go to My Account

We will look Lo resoive ary fetwork of ine Hsues and If requived we Mmay need to
arrange for an ergineet 1O Wk your home,

How do | know what speed | will get?

minimum guaranteed e soeed you Should receive Based on the condtons of
Your telephone Sne.

YOu will recetve an email after placing your ceder which will confirm your
estimated beoadband speed.

if fi t i
tv'v”t\attod% ggg‘youareno getting

predic!

If you feel your BroadBand speed IS siower Lhan the estimated speed you should
Takie & fook 1 OUF BEA for MNEroving your brosdband speed.

However, If you Buve not Bean abile to IMmprove your speed Of your speed is lower
than your guaranteed line speed, please contact us.

Back 10 100

Did you find this answer helpful? @3 ve &) no

e Got s question? ° Nead to contact us?
Our community You can I towch In lots
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2.21 -Did the website contain any information that explained how internet speed affects
user experience? e.g. downloading music, TV, movie, photos etc. Please write in type of
information given and where this is located on the website

Yes, on the page where the speed results appear there is guidance about what uses are
appropriate under the drop down ‘what speed is right for me?’
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Your estirmated broadband speed

Your basket
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Section 3 General website information

3.1 Did the website contain information on traffic management? Please write in type of
information given and where this is located on the website (include URL)

See 2.18. Additionally, found through searching for ‘fair usage’ documents related
specifically to traffic management.
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Hore's some artickes to help you

! St Tafie Ao Broadband Traffic Management

y their Broadband freely, without Naving 10 worry
re totally completedy. $00M unlimited. so
NS, €V AT Deak times,

AL OUF CUSTOMErS 10 enjo:

We are open about our traffic manage e signed up to the
y Induntry code of practice. 1o mation on tha code of peactico

for information from Ofc on Trafic Managorment, visit thek website

TalkTalk Broadband and Ultra Fibre Optic, including
SimplyBroadband

Section 1: Traffic management in relation to your brosdband product®

(N0t Inchading uring busy Tnes and Paces 10 Manage Network
congestion see Section 2)

Use and avallability of services, contert, spplication and protocols on ths
product

Are any services. Content.
biocked on this product?

DOUCATIONS O PrOTOCONS WaYS NO
¥ 20 what?

Are arvy Sorvices, CONtent, appications or protocols aways NO
stowed down? If 30 what?

Are any Services, Content, appEcations or Prosocols always NO
priceitsed on this product?

i 50 what?

Are any managed sanvices delvered on ths product? If so NO
what? What impact?

Data caps and download Hmits

What are the Jownload/upload Imits or usage Caps 0n this Urimized
preduct?
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Draca caps and downlosd bmins

What are the downlasdiupload limity or usage capa on thin Unlmited
perastutF

Iz traffic management used 10 Manage complance with data RO
cagr and dawriosd BrmiaT

Uimder witsl COUMSLEnoes?

Lewal of ppoed reduction?

Bruration of Speed redutlioa?

1% raiTic Management used bn relation 10 Py users? L]
Unider what cirounmstances?

Level of speed reduttion?

Drarasian of wpaed redudton?

15 Lraific Mmanagement used during peak hours? =)
What by of traffic s managed during peak hours? #42

Tralfic fype

Paar b Poed (P2F)
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CONSE May FNPacT on network congestion levels

*TTheS exciudes Aty SErviCe, CONLONL APENCATION OF Protocol TRAT an 159 is
required 10 block by UK lew and cniid abuse images as informed by the list
proviced by the Internes Watch Foundasion

SO A0 enlry S SHhown ARSCSL & Particular Fafic type, No 1rafic managerment is
Typically applied 1o it

TalkTalk Broadbang and Ultra Fibre Optic, including
Essentials TV and Plus TV

Section 1: Traffic managernont in relation to your bBrosdband product®

Suding during busy temes and

> Manage recwork
n see Section 2)

Use and avallabidty of senices, COnent, JPPEcation and protocots on this
product:

Are oty Services, content, NO

applcations or protocols

Mvwarys Blocked on the

ProductT** if 5o what?

Are any secvices, content, NO
APPICAIOnS Of Drotocols

adways siowed down? If so

what?

Are 2Ty SETVICES, CONLONL NO

apphications of protocols
ways prioritised on this
product?

Are ary mansged services Yis
delivered on this product?

o so whar? TV miticast 1ralfic is managed Over the
retwork 1o Cptimive Cetivery of Video on
demand and TV channels over the TalkTak
Broaditand connection

What impact? We limit ary impact on other types of traffic

WITH 3 Fange Of Measures 10 enNsure our

B
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4.1 How easy was it to find the information on the website? Was it straightforward or did
you have to look for it? Were there any measures in place to make you read the
information or having it pop up?

The TalkTalk speed checker was a little less straightforward to find than for some ISPs. However in
terms of providing information to the consumer it was probably somewhat clearer as it broke down
typical speeds by the caps of packages so that you could see what you might expect with the
different packages, avoiding the issue of headline speeds.

Some of the more detailed information could have been better linked, i.e. the information about the
code of practice and concerned with traffic management/ fair usage. Perhaps from the FAQs/ small
print links.



