
 

 

 

 
 
EE 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 
sales process 

Estimated speed range displayed 
prominently 

2.5 Mandatory (unless 
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 
estimates 

2.12 Mandatory 

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

2.13, 2.14, 
2.21 

Mandatory 

Information about the Broadband 
Speeds Code of Practice 

2.15 Optional; mandatory 
only in post-sale 
information 

Customer should contact the ISP if their 
speed falls below the minimum 
guaranteed 

2.17 Mandatory 

What would happen if speeds were 
below the minimum guaranteed 

2.16, 2.18a Optional unless 
requested, mandatory 
when requested 

On website Speed checker 2.0, 2.1 Mandatory 

Fair Usage Policy in a way that is clear 
and comprehensible 

2.18 Mandatory where 
applicable 

Explanation of how customers can check 
and maximise their speeds 

2.20 Mandatory (not directly 
tested) 

Traffic Management/Shaping Policy in a 
way that is clear and comprehensible 

3.1 Mandatory where 
applicable 
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Section1: General  
 
1.0: Date of website assessment: 15/11/2016 
1.1: Time started website assessment: 14:17 
1.2:  Time finished website assessment: 16:00 
1.3: How did you find the majority of the information:  Click through pages for basic 
information, searches for more detail 
 
Section 2:  Audit information 
2.0 Was there a broadband speed checker facility?  Yes 
 
2.1 Where was the broadband speed checker found? https://broadband.ee.co.uk 
This was on the home page for ‘broadband’ as routed to from the EE homepage via the 
‘shop’ menu.  So just 1 click away.  Although the first time I went wrong.  ‘Shop’ was not 
intuitively the right place to go (for me). 
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2.4 Estimated mid-point ADSL line speed provided?  YES 13.0Mb/sec  
 
2.5: Range of estimated ADSL speed provided? YES 7.5 to 17.5Mb/sec 
 
2.6 Minimum guaranteed speed provided ADSL?  NO 
 
2.7 Throughput speed provided ADSL? NO 



 

 

 

 
2.4b Estimated mid-point VDSL line speed provided?  YES 73.6Mb/sec 
 
2.5b: Range of estimated VDSL speed provided? YES 57.8 to 80Mb/sec 
 
2.6b Minimum guaranteed speed provided?  NO 
 
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 
In headline it says ‘estimated download speed’.  On ‘your questions answered’ it says:  
 
The speed range provided is only an estimate. 
 
2.13. Was there any information about what can affect the speed of your broadband 
connection within the broadband speed checking facility? 
YES.  On ‘your questions answered it says: 
Speed is impacted by a variety of factors such as number of people using the network, 
location from the exchange and our traffic management policy.  
 
 
2.14 Please select what was mentioned IN THE SPEED CHECKER FACILITY 

a. Distance from telephone exchange  YES 

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  YES 

d. The network capacity of the broadband provider  NO 

e. The time of day/day of week  NO 

f. Quality of the phone line  NO 

g. Their traffic management policy YES 

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) NO 

 
2.15 Any other relevant information found?  
 
Upload speeds were quoted.  There was more information signposted on traffic 
management policies.  However, clicking on the link took me to the general T&C site and not 
specifically to information on traffic management. 
 
Traffic management policy was found by following link to T&C in ‘Speed Info’ section. 



 

 

 

 
 
After which, the user is directed to a broad T&C page 
 

 
 
 
From which the user must click EE terms and conditions to be directed to another general EE 
T&C page, where the user must click Broadband home phone & EE TV 
 



 

 

 

 
 
 
And subsequently select EE Broadband Traffic & Network management. 
 

 
 
 
At which point the user is directed to PDF copies of the EE Traffic Management policy (see 
below).  The page also explains that EE does carry out some traffic management practices 
for off-net broadband services at peak time. 
  



 

 

 

2.16.  Was there any information about what would happen if the speed you received 

was below the minimum guaranteed speed?  YES: On ‘your questions answered it says:  

If you receive speeds significantly below the range quoted to you, please contact us. Full 
details of your estimated line speed, how they may be affected and what you can do if you 
have any problems will be communicated to you via an email. 
 
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 
 
Did the information state at what level the speed needed to be below 
NO, just if it was lower to contact them.  More information will be provided by email.  I 
assume (although it doesn’t say) that this will be sent when you sign up to the service. 
 
2.18 Was there any information about a Fair Usage Policy?  Please write in where on the 
website this is located (include URL) 
No information in FAQs although it does allude to ‘no caps’ as it does as a ‘benefit’ of being 
with EE. 
 
https://broadband.ee.co.uk/broadband-and-calls-packages 
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Searched for ‘fair usage policy’ 3rd link sends to page on BB but cannot see any reference to 
Fair Usage Policy here. 
 

 
 
 
 
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 
 
This information was located in a document I found through searching for ‘throughput 
speed’ because there was no obvious link to any detailed information about speed from the 
main broadband page.   



 

 

 

 
 

 
 



 

 

 

 
 
 

 
 
 



 

 

 

 
 

 
 



 

 

 

 
 

 
 
‘Up to speeds’ These are referred to in the package summaries in the headline and then also 
when you drill down for more information.  This was when the speed check had already 
been run.  
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 
Broadband homepage does not explain what the benefit/ difference is between standard 
and fibre.    



 

 

 

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’ and found page with explanation that this was not 
applied.    
 

 
 
 

 



 

 

 

 
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? 
 

It was easy to get a basic speed estimate.  However to look for ADSL speeds was not as 
straightforward.  There was a really useful document I found in the search facility in ‘help’ 
that could have been signposted from the initial broadband page which had a lot of detail in 
consumer friendly language.  However, it wasn’t easy to access and the information 
available was not very detailed up to point of purchase.      
 
 
 


