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BT 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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Section 1: General

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

1.1: Time started website assessment: 10.30am

1.2: Time finished website assessment: 12.00pm

1.3: How did you find the majority of the information: Click through pages
Information was mostly found by following a typical customer journey. There was
supplementary information on ‘FAQs’ which was available to customers

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

2.1 Where was the broadband speed checker found? www.productsandservices.bt.com

This was on the home page for ‘broadband’ as routed to from the BT homepage.
So just 1 click away.
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The cookie settings on this webpage are set to ‘allow all cookies’ to give you the very best experience. If you continue without changing these
settings you consent to this - but if you want to you can change your settings at any time at the bottom of this page.

Find out more about cookies > Change settings >
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BT Infinity.
The UK's most powerful Wi-Fi.

Faster Wi-Fi in more rooms. g Find out more >
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About Broadband Upgrade my BT Broadband Manage my BT Broadb extras

BT Broadband Deals

BT Infinity.
The UK's most powerful Wi-Fi.

Faster Wi-Fi in more rooms " Find out more >

Already got broadband? Click here to claim your online exclusive reward >

< Start again

Yes! You can get superfast BT Infinity

You could get

74Mb-80Mb 68Mb

Estimated download speed range* Minimum guaranteed speed®

See our packages

~ See standard BT Broadband speeds




productsandsendces.br.com &

Already got Click here clusive reward >

< Start again

Yes! You can get superfast BT Infinity

68Mb

Minimum guaranteed speed*

» Hide standard BT Broadband speeds

Standard BT Broadband

13Mb 7.5Mb - 17.5Mb

Estimated download jpesd® Estimated download jpeed range®

emg

2.4 Estimated mid-point ADSL line speed provided? YES, 13Mb

2.5: Range of estimated ADSL speed provided? YES 7.5-17.5Mb

2.6 Minimum guaranteed speed provided ADSL? YES 3.5Mb

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 74-80Mb

2.6b Minimum guaranteed speed provided? YES 68Mb

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

Underneath range text says ‘estimated download speed range’
Underneath midpoint (ADSL) says ‘estimated download speed’



2.13. Was there any information about what can affect the speed of your broadband
connection within the broadband speed checking facility?

YES. On a drop down box that was accessed through clicking on ‘more about these
estimated speeds’

Next clicked here

productsandservices.

Yes!

FIBRE BROAL

You could

4Mb-¢

Estimated Minimum guarar

See our packages

Standard BT Broadband

13Mb 7.5Mb - 17.5Mb 3.5Mb

Estimated download speed* Estimated download speed range® Minimum guaranteed speed*

See our packages

This is where the * on ‘estimated speed range’ refers to as well as being the area where more information is
provided if you click on the arrow

Minimum g

See our packages

Standard BT Broadband

13Mb 7.5Mb - 17.5Mb 3.5Mb
Estimated download 595:‘4' Estimated download 3?:.-5_13 range® Minimum guaranteed 3?"’3’.“-'
| Sew our packages >
Ve ™~
|’ A Luss about these estimated speeds \

* BT slways offers you the best speed passible on your line, Typically B0% of customers receive speeds within or above this range. The speed prediction we have given here is an
estimate, however download speeds can vary and the actual download speed will fall within a range. The BT broadband range is an indication of the speed that other similar lines across
the UK have achieved fior their broadband service.

The actual speed depends on several factors such as the product option you choose, the processing power of your computes, how many people are using your broadband connection at
the same time, whether you use a wireless or cable connection, the speed of the websites that you visit and the performance of our network. Speeds to be lower at peak times — peak
times are evenings and weekend,

In the first ten days you may see your speed go up and down. When using a postcode only [rather than a telephone number) the checker results are less accurate. We use a best guess of
where you live based an the centre point of the postcode and not the exact row (ing of the line to your address, and 5o the result must be treated with caution.

Where we're able to provide a date for future fibre availability, it is indicative only and subject to change.




2.14 Please select what was mentioned IN THE SPEED CHECKER FACILITY

a. Distance from telephone exchange NO

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

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

d. The network capacity of the broadband provider YES: states ‘performance of our
network’

e. The time of day/day of week YES

f. Quality of the phone line NO

g. Their traffic management policy NO

h. Their fair usage policy and any specific limits NO

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

j. Other (please specify) YES: Performance of network/ No. of people using the BB
connection at home, BB package subscribed to, whether using Wi-Fi or Ethernet,
processing speed of computer

2.15 Any other relevant information found? YES in FAQs.
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Frequently asked questions

Broadband w Phone BT Sport BT Mobile Other
~ Which BT Broadband option i right for me?
~  How can | find out what speed BY Broadband could give me?
~ Whatis BT infinity?
~ Can 1 get BT Infinity?
v T've soen that BT infinity will be available in my area scon. Can | pre-order now?
v What is & BT Home Hub?
~ Do | have to use the BT Home Mub or can | use different router?
“ Dolneedtogeta BT phone line?
“ Dolhave to pay an activation fee for BT infinity?
“ How can | tell if | already have BT sockets in my home?
v What security and protection do | get with BT Broadband?
“~ W1 switch to BT when | still have a contract with another compary, will they charge me?
~ Howis BT Infinity installe? Full list of FAQs
~ How is standard BT Broadband installed?

> What is Unfimited Faster Broadband?

“~ How long will it take to get BT Infinity or BT Broadband once I've ordered?
~ Whatis fibre to the premise (FTTP)?
“~  Whatis broadband connection speed?

' 1oreviousty had & date when | could aet BT [nfinity, but now it's showing as unavailabie, Why?.

Frequently asked questions

Broadband ™ Phane BT Spart BT Maibile Other
g ‘Which BT Broadband option is right for me?

~ How can | find out what speed BT Broadband could give me?

We're abarays investing o give you faster speeds - even at peak times - and we always give you the best on your line. To
saw how fast you could ga, use b

~ ‘What iz BT Infinity?
w Can | get BT Infinety?

¢ T'vasean that B Infinity will be available in my area soon. Can | pre-arder now?

e st oo Selected this FAQ then
- pink test ‘use our

broadband speed checker’.
Important information

This sent me to to the
The legal stutf same information on

— contrct.Ifths el el youabout changes i advance, sble speeds | had already been

‘to end your contract without any fees. .
See our tariff guide for details of all our standard prices. prowded
BT Broadband

BT Reward Card 5 issued by R, Raphasd & Sons ple, pursuant s by MasterCard



~ Whatis BT Infinity?

~ Canlget BT Infiity?

“ Twaseen that BT Infinity will be availabike in ey anea soon, Can | pre-ceder now?

“ What is a BT Home Hub?

“ Dol have to use the BT Home Hub or can | use different router?

~  Dolneedtageta BT phone line?

s Do | have to pay an activation fee for BT Infinity?

w How can | tellif | already have BT sockets in my home?

“ What security and protection do | get with BT Broadband? Selected this FAQ then the pink
' If I switch to BT when | still have a contract with snother company, will they charge me? test ‘use our broadband SDEEd
o How s BT Ity installed? checker’. This sent me to to the
o Howis tandard BT Beoactiand installed? same information on speeds |
' Whetls Unieited Fastar Broscband? had already been provided

~ How lang willit got BT Infinity ce BT

* What is fie to the premise (FTTRI?

#  What s broadband connection speed?

pead is the rate that d speed or sent [upload spes " I's maasured in ME' (megabits par second’]. Wa're
‘constantly investing in technology to give you faster broadband speeds - even at peak times — and we abw you the best 5

Ta see what broadband speeds you can get use

~ | previously had a date when | could get BT lnfirity, but now it's showing a5 unavailable. Why?

~  What affects my broadband spoed?

Key FAQ
One FAQ had more information about what affects speed.

< Broductiandasrvices Bt eam

“  Howis standard BT Broadband installed?

~ What is Unlimited Faster Broadband?

hd How long will it take 1o get BT Infinity or BT Broadband once I've crdered?

v ‘What i fibre to the premise [FTTF?

b What iz broadband connection speed?

hd | previously had a date when | could get BT Infinity, but now it's showing as unavadable, Why?

~ What affects my broadband speed?

These are the most important things that affect your broadband speed:

® Haw close you live 1 your talephons sxchangs

* The length and quality of the phone wiring in your home [this doesn't apply to fibre optic broadband like BT Infinity, which uses a special data extensson kit rather than
your existing phane wiring extensions)

® Whether all your broadband microfilters are correctly installed.

» The processing speed of your computer, router of modem

@ The speed of the connection between your computer and your modem or router e.g. using an Eth, e i faster than a wirele:

hd There's a sticker on my street Cabinet that says: Fibre broadband is here’. But when | check, | can't get BT Infinity. Why?

“  Otherinternat suppliers are offering fibre broadband in my street. Why can't | gat it from BT?

fdullqu“livnl More |nf0rmat|0n on
what affects speed is
Important information provided at this FAQ

The begal stuff

“We may change any prices and terms during your contract. If this sffects you, we'll tell you about impartant changes in advance, snd you'll be able
to end your contract without any fees.

See our tariff gusde for details of all our standard prices,

2.16. Was there any information about what would happen if the speed you received was
below the minimum guaranteed speed? YES: It states what the guaranteed minimum
speed will be and says ‘We’ll always try to restore your speed. If you actual speed stays
below this minimum we won’t charge you if you decide to leave your broadband contract.



However, this was located right at the end of the purchase journey. See slides below.

BT Broadband deal

Our broadband
packages

Hurry! Offers ending soon

Speed (up to)

Monthly Usage

BT Cloud Storage
Online Security
BT Sport

BT Hub

Our broadband
packages

Hurry! Offers ending soon

< BT Hub

«  Inclusive Landline Calls

Cost breakdown

BT Infinity deals

Unlimited deals

Infinity 1

25% new
customer

3amb
52Mb

BT Virus Protect on 2 devices & BT
Parental Controls

Hurry add BT Spart!

From FREE! From FREE!

NEW BT Smart Hub NEW BT Smart Hub
thaLIiCE moes. oot wisfi sinnal thha LI moxt sl wisfi sinnal
Infinity 1 Unlimited

Infinity 1
Save up to 48% a manth
25% new
customer
discount
MEW BT Smart Hub NEW BT Smart Hub

the UK's mast powerful wi-fi signal

UK weekend calls

~® £125

Reward Card

12-month contract
£29.99:
. fmth
Includes BT Line rental

Upfrant

£59.99

Unlimited
Infinity 1

Save up to 48% a month

36Mb
52Mb

Unlimited

100GCB

BT Virus Protect on 2 devices & BT
Parental Controls

Hurry add BT Sport!

e UK's mest powerful wi-fi signal

UK weekend calls

12-month contract
£35:95mth
NOW

£29.99:...

Includes BT Line rental

Updrane

£59.99

Unlimited
Infinity 2

76Mb

Unlimited

Underneath the speed
information you can

SO0GR

Worth over £100 fyear

select the types of
packages you are
interestedin

BT Virus Protect on 15 devices & BT
Parental Controls

Hurry add BT Sport!
From FREE!

NEW BT Smart Hub

Sh LIKCE et ety d wiafi sianal

Unlimited
Infinity 2

NEW BT Smart Hub
the LK's mest powseful wi-f signal

UK weekend calls

[10a]120[s0n] 215}
Underneath the

information you then hit
'select and personalize’

12-month contract
£49.99:
. fmh
Includes BT Line rental

Upfrant

£9.99
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Searth

¢ Choose anather package

Choose how to watch BT Sport

rp——

1. Fick broadband

2. Add BT Spert.

How do you want to watch BT Sport Pack?

The only place to watch all the UEFA Champions League fve. Plus Premier League, The Fik Cup, SPFL,

Mk mecee,

MotolP™, UFCand

Essential + FREE BT Sport Pack

Gt /BT TV package and watch BT Sport on TV - and on the app and onkne. 0wl get wp 1 80 Frosvew channel,
with 12in H. wp TV, Yeull e A, Treen The LS
retwerk tatird bad Ues and Bresking fad

12 mem commct.

£6 ..

pe——

O

This takes you initially to

your preferencesin
regards to BT Sport

- = ° FREE
amc

e AMAL, From the U5

with L2 in HE, ke w0 T Vou
satwert barbing byd ben arsd Bravking fac

12 morrth costescs.

o Full detaiby

BT Sport

Starter + FREE BT Sport Pack
amc,

Geta BT TV package and watch BT Spert on TV - and on the anp and orvine. ou'l et up 33 80 Freewiew channeis
with 1 HID, akerag with catch-szp TV. Yo alic gt the highly asticiuated Srand-rew AM, from the
serwoek beving Mad Men and Breaking Bac.

12 menth conteact.
o Full deails

©
Watzh on Sky

Gt BT Spuart am o Sky Digitnl Satelioe Platdorm box. Wasch o e ap and oribre 400, oul sho get AMC
12 month canmiact.

w Fullduetaly

Watch online or on the spo
Straem B Spert o yoar P luptop, tablet o mabile. 13 month contract

o Full ety

i

FREE

TV acwatonfoe

FREE for 3 manths
then £6 it

O

FREE for ¥ months
then £5 jreth

You then hit

W thasky

‘continue’
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AdOST Spert

Add your extras

1. Pick broadtand 2. Ad4 BT Sport 3. Add your extras

2 4G BT Mobile SIM kac

given you a £5 menthly dscount on cor 8T Mobile SIM Only plans.
wsehold 1 eligible for this discount

Because you'rs gecting BT Broacband at home, we'
forget once your broadband is installed ell your

Dor

8T Mobile S0OMB Plan
N OF
% Mrutes s
u o 104 12h 36m 15¢
£5 s
I youe £5 s et

dscaunt

Fub desai

BT Mobile 268 Plan 4GB Plan

INO EXCLUSIVE
ME PRICE OF

N s
0 £10 jmn
Incudes pour £9 2 moneh
-

Monthly costs
Unbervted Broadbasd £6
Mamthiy e reatl £18.99
Ore-off costs

Harme Hub delivery dharge £9.99

You then hit ‘get
this package’

(@ worw.productsandservices.ot.com o

ir Broadband extr
The UK's mast powerful wi-fi signal RRP-£325.99
The new BT St Mot s sacked with the latest texch to gve £50 j
Fou el o wi-F with wipme st corsrectiom eves in
ach places.

w Full detsiy

Online Security Saftwane FREE for 1 math |—|

then £3.70 jmth

Lipgeade o BT NastPrstict P anc gt cdine security on 13 sats

o Full detain

o Unlimited Evening & Weekend Calls £350 pmth D
Wou'N get inchusive cals 1o UK® landines, inchacing 03, 0845 and 087D

supmiberd, ey ivsing betmeen Torm ard Tarm, ks at wissberet, That's great

Eveningbweskend

. Unlimited Anytime Calls [oFes inins |
(3 - Al calt 10 UK, Lunclines® v nchudied i this package. Andi no matier what time
charged asything extra for calls o 0B45 and 0870 0 [y e

of dy i 5, you want

Aeytioe iy
WAS £8:50) £6.50 fmin
w Full detais
BT Privacy Caller Display FREE for 12 mantta
T ate for the arce then £1.75 juth

wrwated sales calls. See whe's calling with Caller Disglay.

 Full detaits

Monthily costs.
Unrrited Beoadbiard £
Manthey e restal £18.99
One-aff costs
Harme M delivary charge £9.9%

ot thin package

'ou then hit ‘get

this package’
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BT Privacy Caller Display FREE for L2 months [_| m
erthe then £1.75 jmih

umsegted saes call. See who's caling wih Caber Display.

e Fulldetaits Monthly casts
Uniirited Brosdtand 6

Block these nuisance calls i £18.99

| Simgle handsst Two handsets
The BT8600 b an amaciag bit of 00 fg—— Dne-cf casts
tach, How ity ¥DU wh decides . P :I
R ————— : S £5.59
o serd it 4o answerpone, [You |
owd 1 acthate the Callr Disslay | . Three handsets Four handsats
senviceon yoursoure, bt st - R aF 10 J
ok takoes & mingte or twol, % £69.99 £89.99

when wu tuy

P rilng
Friernds & Family Intesmational £1.35 jmen l:‘
[/ boast the ot wits w4

teraataunl dextinstans

denain

Internatioral Fresdom E7.50 et D
et inchutiet calls 10 36 0F our MOST POPU IEMAtenl destinationd, Pl lw
call rates to the rest of the workd,

e Full details

Line Rental Saver £205.08 fyear D
Ireitwacd of purying for yor s sental meonthly, pay 12 monthy” standand ke
rervtal g feern and get 10T off.

‘ou then hit ‘get

this package’

o Full dutsity

Line Rental Pl £20.99 jth D
I you've got a BT ph 1T Broadhasd. |

by wien they arive, imtead of by ieect Debit, and you'll get thewe great

[ ——

o Fulldunaity

@ Britieh Telecommunications ic (GB] - httpa.| waww.productsandservices.bt.com/consamerOrders controlorderpeoduct ' N- 27455 80r0cue they<CON-DUAL A0 B9« ) 7880_SOS UWCUBEX_2

B’I‘Q\ At home
Progress your order

Do you have a working landline with BT or another company?

You, T have a werking phone numser

© N, 1gont

e el
= 1
Don't krow your posicade?

Your email address ou then hit

1, for some romson, we canYt complete your Onder today, werl emad you.

‘continue with your
order’

Eral so0en

EEDD Oegeccoiinsesing @




C (| @ Britisn i plc 108]  hitps) bt

0805~ custidentification

BT-.\ At home

Thanks for choosing BT

Here are the results of the line check.

Piense confirm your phone numes isi

s ch 10 7
Are o maving home?
You
e

S i e e you et 5 o BT, ok Back and entar the right one.

= (o

EEDO owpeakesmnn O

You then hit

‘continue’

1 | @ british ications pic [G8)  Pips:

Your order

Here's an overview of what you're buying. Please check you're hapgy with everything before
continuing.

You'll be able to review your order again before you finish.

Your home phone number

W'l connect pour ew e wih our carment phone fumber
- plaase it antl o seosiee your coAiTTation letier before
VO et e

Page then shows all details

Your broadband speeds about order. | pulled down
W estmate pour seed ~dl be between 7.5 Mbps and 17,5 Mips h I t d d’
o—— on the ‘guaranteed spee
arrow
Wanthly
600

* 100GH BT Doud oine siarage and 7 Virus Fatect oalne security

payments:
* £6.3 mosth, men L0 from moneh L3
* 12 month contract
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Your order

Here's an overview of what you're buying. Please check you're happy with everything before
continuing.
You'll be able to review your order aqain before you finish.

e BT Breuntiard package you've e, induabng sy soerial sfers i C4.99 & o, The chudes Starstard Line
L)

For biling purposes, both terms heve been displayes separstely bt the summary beiow

YYour home phone number

- Pl walt st o recaive Yo confierustion letter betors
7o s U et

‘Your broadband speeds
W estimate your weed Wil e tetween 7.5 Mbps and 17.5 Mbps
A Guarameed spond

15 Mbps. your speed. 1 pour acthusl
r o
-
& Packages e
Unlimited Broadbans extra + Calls R

This paciage ncludes:

* Unimtrd Brondtend

* Uniimstae) Woekarad Calls b3 LIC lancines.

* 200G T Cloue ke siarage anel T Vieus: Protect orkse securty

* £6.8 month, San £30 from menth 13

* 12 menh esetra
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o

Py by Dot Dt i mamivy aiTent.
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L ] o
T i the chaspe o dcshating pous 881

Dtivery charge nw
i s the change o e ey of pour acprmert,

BT Home b 4 1) o

Th I Horme s st et Y3 Corrcs 5 Brascs weomd o wiessy

Total
Oneofl caspes M
Hortuly cost kg snw o [

Eriportann infarmation about your brasdbar spee:

The smeed cunind s your pesonaioed speed estemar:
The ignac you oot depench o

* o homa wig

* i e R e Aok

nth st S .y o e e sy D' ey, ' el

ki 1 s oy (O g

Fer

rformuton it . com sty

This then tells you that
you can leave if the line

speed is below the
minimum

Scroll down for more detail. Went
to URL as directed which took me to
the speed checker results once

more. Page after this was regarding
payment and | didn’t want to
inadvertently sign up for the service.




2.17a Did the information state that you would need to contact the ISP if this happened?
NO

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

Did the information state at what level the speed needed to be below

NO, only the text that was on the ‘your order page’. However that said a full T&C might
have contained it but | was unable to go beyond this point without committing to buy (at
least that was the impression | had).

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

There was no FAQ relating to this. | searched the website but nothing appeared that
appeared to be relevant.

home.bt.com

Personal  Business  Large business & public sector BT Group  More BT sites

The wety Search this site

Order by
Pope urges 1a|r immigration policy

Relevance L t a unified and fair immigration policy, saying the

Date N one Néed acceptance and assistance, not sell-interested
polic social conflict,

Search results on Trump vows ‘fai but hrm polncy on |||eqa| mmqralon

All BT sites Donald Trump has 0 m"

Personal whethie b k&

Lord's Prayer cinema advert ban agency defends policy
as ‘correct and fair’

An advertising agency at the centre of a row over the banning from cinema screens of an
advert featuring the Lord's Prayer will not reverse the decision

Filter by
Anytime What is broadband usage? | BT
Past day W is broadband usage? | BT What s broadband usage? When you access, the
; ir e uu ,adl 9 joading data - your broadband Three mai
Past week factors ¢o o the total amo of usage we measure
Past month
Past year Sp carrier bag charge cuts usage by 80% in first year

The number of plastic carrier bags handed out in stores was slashed by at least 650
million in the first year of Scotland's Sp charge

Choose date..
Broadband usage: What uses your data and how 1o keep
track

Discaver haw easy it is to check your broadband use from your smartphone — wherever
you are.

Using phone at Rio Olympics "could cost thousands
without a data usage cap'

Travellers to the Rio Olympics have bee
to them or risk racking up bills of thousa

amed to check their mobile data caps and stick
5 of pounds.

Energy bills rise despite usage drop
MNew reseanch says we're paying mare for our energy despite using less of it

¥ Feedback



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

No specific information relating to these in the FAQ section of the website. Some
information under ‘What is broadband connection speed?’ relating to what it is and how it
is measured

Headline broadband speed — link to code of conduct

B'ri\ [ headiine brosdbend speed Q Google

10 25 100 Results from Help

P BT Dual band wireless dongle | Help | BT.com

or by . . Hesp
Rel Home broadband speed 'risen by 64%’ v

vance The average UK fuxed-line resdential broadband speed has rsen by 22% in the six
Date MONths to May, and 64% In the year, SCCording to Ofcom research. 6) See more in BT Help >

-speed broadband supplied to 500.000 homes and
Search results on High-s ;
ST businesses
shes More than 500,000 rural homes and Dusnesses Can now CONNact to high-speed

Personal broadband after the latest roll out of 3 £410 millon prograsmeme.
Business >

Lariia Duskians i High-speed ps flood-hi
Public Sector > Somerset

Busineases in Somerset affected by flooding two years 300 have been helped by high-
speed broagband.

Filter by

Anytime Government plan to bring high-speed broadband o

Past day

Pt wobdk Households and businesses across Scotiand will be connected to high-speed broadband In

2 plan described a5 one of the most ambitious in Eurcpe.
Past montn

Past year High-speed broadband being rolled out across rail

Choose date. network
Rail ndustry is 1o introduce high-speed mobile roadband on the busiest parts of Beitain's
1ail network
BT and the Ofcom Broadband Speed Code of Practice

BT and the Ofcom Broadband Speed Coce of Practice  Toggle navigation, Speed Code
of Practice BT and the Ofcom Broadband Speed Code of Practice,’s Broadband Speed
Code of Practice. The residential Code was amended by Ofcom In June

Mazda o headline Festival Of Speed
It's been announced that Mazda will be the Central Feature Marque at the 2015
Goodwood Festival of Speed.

Broadband speed: What is it and how does it work?
Fitre optic, copper, throughput speeds, ADSL and more, If you are confused by
broadband terms, we can help.

< bipic.com

btcom Personal Business Large business and public sector

Y Search A
BT ! About BT  Shareholders & analysts  Mews & media  Purposeful business  Innovation  Careers
L~ |
Home > About BT > Reguiatory aftairs > Codes of pracice > BT and the Oloom Broadband Speed Code of Practics
Our company

BT and the Ofcom Broadband Speed Reguistory aftirs
Code of Practice Our Undertaings

Regulation in the UK

BT is one of the si 10 bath the lial and business vers: f Ofcom's Regulation outaide the UK

‘Speed Code of Practice. c of "

The residential Code was amended by Ofcom in June 2015, and came into effect on 1 Oclober 2015, BT Undenakngs Cooe of Praccs . k

The business Code was implemented on 30 September 2016 for the first time, e T Lin Wh‘en searched for
R o e ‘headline broadband

The codes govern the information we provide o customens regarding the speed they are likely 1o customers and small businessss . o
achieve when they contract with us for broadband service, and also what we do if the customer Saits & MAMkBNngG prActicas Speed in search faclllty on
doesn't receive the speeds we expected at the paint of sale.
o praee e personal/ BT.com
™ Consumer Broadband Speed Code of Practics BT and the Ofcom Broadband
Speed Code of Practice

[ Voluntary Business Broadband Speeds Code of Practice Consulialion reeponses

Financial statemarits
Reguiatory Compliance policy
EE Reguiatory and Compaance
pobcks

Public affairs

Our history

BT UK and worldwide

Contact BT



Throughput speed — link to article explaining the difference between throughput and line
speed (although this looks like it is actually located in the business part of the website)
Broadband speed - links to ‘broadband speed: what is it and how does it work’

< haome.bt.com v

£ The weo  Search this site
A\

1 25 100
Order b
nm:‘:m What is the difference between line speed and
TR throughput speed
What s the dfference between kne speed and throughput speed, and put

throughy
speed? A good way of Gescribing this i an analogy to @ motorway. 70mph, throughput
\__ speed . Line speed s the maxinum speed that your kne is Capaok:

Search results on

Al BT sites Expecting higher throughput speed. . 15mb on ~20mb .

Personal -BT i

Expectng higher throughput speed. . 15mb on ~20mb ... - 8T Business, P

Highlighted Expecting hugher throughput speed..1S mb cn ~20mb line 16, on an Smb
Large Business and senvce previousty, should 1 be able to get a higher profile/speed/ throughput

Public Sector >

Business >

2
2

K

Infinity fast sync speed siow throughput - BT Business
Filter by

Anytime Infinity fast synC speed siow throughput - BT Bisiness Community Forum, Highlighted
Infinity fast syoc speed siow throughput 12-10-2012 07:35 PM After being, 1 had
Past day Infinity 2 instalied. The engineer was here for 6 hours as the sync speed

Past week
Past month Broadband speed: What is it and how does it work?

Fibre optic, coppes, throughput speeds, ADSL and more. If you are confused by
Past year broadband terms, we can heip.

Onoose date
BT and the Ofcom Broadband Speed Code of Practice
BT and the Ofcom Broadband Speed Code of Practxe  Toggle navigation, Speed Code

of Practice BT and the Ofcom Broadband Speed Code of Practice's Broadband Speed
Code of Practice. The residential Code was amended

: ile’s Add-
speed up your phone

4G is about to get taster for BT Mobde Customers, with the Extra Speed add-on

How do | find out my likely BT Broadband speed before |
order? | BT

How do [ fing ot my Akeby BT Broadband speed bafore 1 order? | BT How do | find out
my likely BT Broadband speed before | order? Before you piace your, speed your line wil
SUPPOt (this will be subject 1o 3 subsequent line test

< bbusiress custhels com

Home Products ~ Solutions Gethelp ~ ® Your account Q

Business help Broadband & intemet Setting up Broadband

What is the difference between line speed and
throughput speed?

Feedback

A good way of describing this is an analogy to a motorway. 70mph is your maximum speed limit on the
motorway and is equivalent to your line speed. As we all know too well this doesn't mean you can do
TOmph all the time, especially if it’s been snowing or the road's choc-a-block with other traffic. The
speed you're actually able to do on the motorway is equivalent to your throughput speed.

Line speed is the maximum speed that your line is capable of supporting. Your line speed will vary Top | Ink Whe nsea FChed for

depending on a number of factors such as line quality, how far away your exchange or cabinet is, and ‘t h roug h p uts pee d i in
whether the ADSL micro-filters are installed correctly.

search facility on personal/

Throughput speed or download speed, is your actual speed transferring data over your broadband th I

service. Throughput speed can be affected by the individual speeds of websites you visit, the number of BT.com. 5% link was to the
iv using th ) , ) ) - :

other people currently using that website, and whether you're accessing at peak times [similar te rush Code Of pra Ctl ce

hour on the roads).

Is this answer helptul? [ ves | [Ma



‘Broadband speed’

< > home.bt.com

2% 100 Results from Help

How do I out my likely BT Broadband

Order el
by Check your Speed | BT Broadband speed before | order? | BT
Relevance www.bt.com/speedtest
Date What is Unlimited Faster Broadband? | Melp |
Test Your Broadband Speed Using Our BT Broadband BT.com Help
Speed Teste
Search results on = i
All BT sitas Check speed you could  Test your current speed rutlv. my !r: Broadband been activated? | Help
get Broadband accelerator gaugibiens
Personal
Melp to improve speed
Business > (?) Seemorein BT Help >
Large Business and %
Public Sector >
High-speed broadband supplied to 500.000 homes and
Filter by rroe
e than 500,000 rural homes and businesses Can now connect to high-speed
Anytime broadband after the latest roll out of a £410 miion programme.
Past day D og E
e Home broadband speed ‘risen by 64%
The average UK fixed-line residential broadband speed has risen by 22% in the six .E
Past month months to May, and 64% in the year, sccording to Ofcom research, &L
Past year 1 . =
Choose date. High-speed broadband helps flood-hit businesses in
Somerset
Businesses In Somerset affected by Mooding two years 390 have been halped by high-
speed broadband
Government plan to bring high-speed broadband to
Mouseholds and businesses across Scotfand will be connected to high-speed broadband in
@ plan described as one of the most ambitious in Eurcpe.
High-speed broadband being rolled out across rail
network
Rail ndustry is 1o introduce high-speed mobile broadband on the busiest parts of Britain's
rail network
BT and the Ofcom Broadband Speed Code of Practice
BT and the Ofcom Broadband Speed Code of Practice  Togghe navigation, Speed Code
of Practice BT and the Ofcom Broadband Speed Cooe of Practice,'s Broadband Speed
Code of Practice. The residential Code was amended by Ofcom in June
Broadband speed: What is it and how does it work?
Fibre optic, copper, throughput speeds, ADSL and more. If you are confused by
broadband terms, we can help.
< horne bt com v

Article appeared when
searched for
‘broadband speed’.

Broadband speed: What is it and how does it
work?

Fibre optic, copper, throughput speeds, ADSL and more. If you are confused by
broadband terms, we can help
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home.bt.com
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Broadband is something that millions of us use every day on our laptops, tablets and
phones to stay in touch, work and play.

Broadband speeds vary depending on many factors, including the technology and your
location. Let's take a closer look.

What is headline speed?

This is the speed that you will see advertised on internet products and in adverts.
There are various br ted each capable of offering different
headline speeds. Some of the common ones are:

ADSL: The original broadband technology delivers speeds of up to 8Mbps
ADSL2+: The first significant improvement delivers speeds of up to 17Mbps
VDSL (used in fibre to the cabinet): Delivers speeds of up to 76Mbps

What is connection speed?

Your connection speed (sometimes called "sync speed”) represents the raw speed that
the BT Home Hub negotiates when connecting to BT - typically from you to your local
telephone exchange or from you to the cabinets you see in the street.

What is throughput speed?

Throughput speed represents the speed at which you can actually send and receive
data, and it is what you experience at home when using your broadband connection.
This is also the actual speed you receive at your device when you run a speed test.
This can't be higher than the connection speed, Throughput speed is affected by a
wide range of factors such as the time of day, the number of devices using your Hub
at the same time, and whether you use a wired or wireless connection.

home.bt.com

e S ———

How are broadband speeds measured?

Broadband speeds are measured in megabits per second or Mb (sometimes Mbps).
Each megabit is made up of 1,000,000 bits or 1,000 kilobits. The more megabits, the
faster your broadband will be. Faster broadband speeds mean you can download
music and movies more quickly, stream from services such as Netflix without waiting,
and make video calls more smoothly.

How do broadband speeds work?

Broadband typically comes into your home via a telephone line. There are two main
types of cable for doing this — copper or fibre optic — with different connection speeds.

Copper: This is used to deliver ADSL and ADSL2+ broadband from the telephone
exchange to your house. The longer the length of copper, the weaker the signal
strength and the slower your broadband line will have to operate.

Fibre optic broadband: Faster than copper, speedy fibre optical cables run from the
telephone exchange to street cabinet. Copper cables are then used to connect the
cabinet to your house. This is called ‘fibre to the cabinet. The maximum broadband
speed you get depends on the distance from your house to the cabinet, the closer you
are the faster your broadband will be able to operate.

e,

Which BT Broadband option is right for me?

Computing

Windows 10: Guides and
advice

Problems with Microsoft's Latest 057 Let us helg

i

Stay safe with BT Parental
Controts
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discover on Google Maps

Which web browser is most
secure for Windows XP and
Vista?

Uncover a unique way to
watch YouTube videos while

[
LI S VI
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Ruining Opticians

Where are the best fish and chip shops
near you?

I\

Jump NHS Queues with Private Medical
Insurance From £5.99 a Month

Strictly’s Anton Du Beke ‘over the
moon’ to be expecting twins




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

Went to other parts of the broadband section of the website. These showed the difference
in recommended products depending on usage requirements and therefore alludes to the
impact of speed.

Also article referenced from ‘broadband speed’ search explains the link between speed and
what you can use the connection for.

BT Infinity.
The UK's most powerful Wi-Fi.

Find owt more >

Clicked on ‘About Broadband’ tab

~ BT Smart Hub
UKCs most powerful wi-f signal

NB: these tabs only alter the box at
the top of the page and not the
‘continued pages’. Nothingrelevant
impressvetech. it can giveyou faster wi-f connactions [ to the scope of the audit was found

in moce rooms than the latest hubs from other majoe UK ! F
broadband provides. ‘ ; = = on these.

In this test, all the hubs performed differently in each

Our Hub gives you better
wi-fi coverage

The new BT Smart Hub is packed with new and

productsandservices bt com

,
Choose the right broadband for you

You can choose from BT Infinity fibre broadband (If you live in an Infinity-enabled area - check with our coverage checker)

or standard BT Broadband.

BT Broadband BT Infinity

® Ideal if you just have one or two people online at the same time © With fibre broadband get your entire household online at the same time

* Everyday shopping and banking is quick and easy ® Superfast fibre broadband is ideal for HD streaming, catch-up TV, gaming and more

* Great for watching standard-resolution videos * Delivers smooth high-definition video E
=
= &
:
Continued from ‘About
’
Unlimited broadband Broadband’ tab

You can get either BT Broadband or superfast BT Infinity with unlimited usage. No more worrying about hitting
your usage limits. Our unlimited packages give you real peace of mind.

Unlimited broadband

® Get total unlimited usage every month
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productsandsarvices.bt.com

Geliiied Bradbina

You can get either BT Broadband or superfast BT Infinity with unlimited usage. No more worrying about hitting
your usage limits. Our unlimited packages give you real peace of mind.

Unlimited broadband
e Get total unlimited usage every month
* Download and stream with no restrictions

* We won't slow you down

See unlimited broadband packages >

Continued from ‘About
Broadband’ tab

Get more from Ir bre

When you get broadband from BT, you can open a world of new possibilities.

Add BT TV and watch movies and box sets, amazing entertainment from AMC,
and the option to add Netflix. Plus, get BT Sport for FREE with BT TV.

Add one of our three great BT Mobile 4G SIM Only plans and save £5 a month,
all because you have BT broadband at home.

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)

Searched for ‘traffic management’ on website did not yield any links, however, when using
google to search, was directed to BT help page

oT@ [

Order by
Traffic management | BT Business
Relevance Traffic management | BT Business Your browser either does not have Java, at certain
Dete times. This & known as traffic management’. BT is very proud to say, Indicator below,
You can also check out Ofcon's Guide 1o traffic management . If we

Search results on Concern over debt management plans
All BT sites It Is unacceptable that people StrugGINg to make ends meet e being encouraged o sign
up 1o "unsutable” and expensive cebt managoment plans, the Financial Conduct Authorty
Personal (FCA) has said.
-]
Business > 8
Large Business and Selma Blair out of Anger Management $
Public Sector > Seima Blair will not be returning to Anger Management, it has been confirmed, 2
Filter by Tata Steel director given leave of absence to help develop
,.
o management
Anytime A director at stoel glant Tata has boen given tomporary leave of absence to help develop &
Past day management buycut of the firm's UK business
Past ok
“" e Enjoy furiously funny comedy with Anger Management
SRR It's me to send skittish family members into the next room as Charbie Sheen's Anger
Past year Management retums to Comedy Central. -
Croose date No links related to
Rose switches to US management firm
Newly crowned US Open champion Justin Rase has changed managemant companies and
e oty T e T o i e ot broadband when
‘ g
gement firms ‘pocket a quarter of claims’ searched for ‘traffic

The National Audit Office says claims management companies are making bilions from
processing people’s payment protection insurance daims for them

management’

Management quality ‘notl improved'
The quality of managemant has fased to improve over the past decade and is one of the
reasans for the UK's productivity weakness, 2ccordng 10 a report.

Rimes' Anger Manag:

LeAnn Rimes has tweeted about her skimpy outfits on the set of Anger Management.
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Traflac manapemmnt: 1ot e v

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?

Key information related to the estimated line speeds was very clear and easy to understand.
Some of the specific detail was less easy to find and it was necessary to search the site and
to complete the customer journey for some of the information to be found. In reality a
consumer would be unlikely to undertake these steps. It would be improved if some of the
useful links that do appear when searching were signposted from FAQs, for example.



