
 

 

 

 
 
Sky 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: 16/11/2016 
1.1: Time started website assessment: 15.30 
1.2:  Time finished website assessment: 17:00 
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? 
http://www.sky.com/shop/broadband-talk/broadband-speeds/ 
 
This was on the main Sky homepage although the same information was not easy to access 
from other broadband menu options so it was not the first place that I looked for it on. 
 

 

http://www.sky.com/shop/broadband-talk/broadband-speeds/


 

 

 

 
 

 
 
 
 



 

 

 

 
 

 
 
 
2.4 Estimated mid-point ADSL line speed provided?  NO 
 
2.5: Range of estimated ADSL speed provided? YES 5.2-11.1Mbps 
 
2.6 Minimum guaranteed speed provided ADSL?  NO 
 
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 40-40Mbps 
 
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, the fact that the speed was an estimate was included in the result of the 
speed checker. 
 

 
 
 
 
  



 

 

 

2.13. Was there any information about what can affect the speed of your broadband 
connection within the broadband speed checking facility? 
YES but very little detail on the main page (only interference/ number of devices).  You need 
to click on the link at the end of the page which does not look like a link.  
 

 
 

 
 
  



 

 

 

2.14 Please select what was mentioned IN THE SPEED CHECKER FACILITY (ONLY JUST) 

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  YES 

e. The time of day/day of week  NO 

f. Quality of the phone line  YES 

g. Their traffic management policy  N/A  

h. Their fair usage policy and any specific limits  N/A 

i. Interference from electrics/devices at home – e.g. the layout of house, number of 
devices using electricity, number devices using wireless connections YES 

j. Other (please specify) YES: home wiring, set up of PC, Mac or device and number of apps 

 
 
2.15 Any other relevant information found?  Upload speeds.   Gives typical download 
speeds for different types of activities using the standard or fibre options.  See 2.21 
 
During the customer journey in ‘Here’s the legal bit’ Sky refers to the Ofcom code of 
practice and links to this (although link is broken). 
 

 
 



 

 

 

 
 
 

 
 



 

 

 

 
 
 
 
2.16.  Was there any information about what would happen if the speed you received was 
below the minimum guaranteed speed?  YES.  It does not refer to the minimum guaranteed 
speed however.  In the ‘your broadband messages’ section it says: 
 
‘If your access line speed is significantly lower than the estimate shown, you should contact 
us. 
 
This is a link 
This gives further information. 
 
What if the Access Line speed is significantly below your estimate? 
After the first 10 days, if you receive an Access Line Speed that is significantly below your 
estimate, please contact us and we will carry out our diagnostic and resolution processes to 
help improve your speed. If you are choosing Sky Broadband Unlimited, Sky Broadband 12GB 
or Sky Broadband Lite, the Minimum Access Line Speed you should expect is 3.7 Mbps. If the 
steps we recommend to improve your speed cannot resolve the problem, you can leave your 
contract without penalty throughout the duration of your contract in accordance with 
Ofcom's Voluntary Code of Practice on Broadband Speeds. 
 



 

 

 

 
 
 

 
 
  



 

 

 

There is also information in the broadband terms and conditions. 
 

 
 
 

 
 
 
  



 

 

 

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? 
YES 
 
Did the information state at what level the speed needed to be below 
YES for standard broadband (3.7) but no level given for fibre. 
 
 
2.18 Was there any information about a Fair Usage Policy?  Please write in where on the 
website this is located (include URL) 
 
N/A – Sky does not have a traffic management or fair usage/specific limits policy  
Searched for ‘fair usage policy’ returned ‘How Sky’s broadband usage policy affects you’ 
 
 

 
 



 

 

 

 
 
 

 
 
 
  



 

 

 

Also broadband FAQs 
 
N/A – Sky does not have a traffic management or fair usage/specific limits policy  
Both have information for unlimited versus not unlmited packages.   
 

 
 

 
 



 

 

 

 
 
 
 
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 
No return on search but information was found when searching for throughput speed.   
Maximum product headline speeds 
These are the advertised maximum speeds offered with your Sky Broadband product, and 
refer to the fastest download and upload speeds that the Sky Broadband connection could 
achieve between a router and the Sky Broadband equipment in the telephone exchange in 
ideal circumstances. 
Please bear in mind that the speed you will actually experience when using the internet can 
be anything up to the maximum speeds offered by your Sky Broadband product, and are 
affected by many factors with the most important being the line length from the exchange 
and quality of your phone line. 
 



 

 

 

 
 
Throughput speed 
‘Glossary of broadband speed terms’ returned on search  
Throughput Speed 
The Throughput Speed is the speed that you experience when using your broadband 
connection. Your Throughput Speed will be lower than your Access Line speed as your 
Throughput Speed is affected by your home setup, for example how many other equipment 
present in your home are sharing your broadband connection at the same time, the number 
of other broadband users that are simultaneously online and even how many users are 
trying to access a website at the same time. 
 

 



 

 

 

 
 

 
 
 



 

 

 

 
 
 
Other 

Access Line Download Speed 
The download speed of your broadband connection is the speed at which data is transferred 
from the internet to you. Faster download speeds mean you can download files like music 
tracks, photos or video clips faster. The download speed will also affect the quality of 
watching streamed videos online. Faster download speeds should make the video less likely 
to pause while you are watching it. 
Your Estimated Access Line Speed 
When you are selecting a Sky Broadband product to order, we will provide you with an 
estimate of the fastest download speed that your phone line can support. This is an estimate 
based on information including the length and quality of your phone line, and refers to the 
download speed that we believe a Sky Broadband connection could achieve between your 
router and the broadband equipment in the local telephone exchange. 
Actual speeds 
The actual download and upload speeds that you experience when using the internet will be 
slower than the Access Line Speed for your line. This is because of various factors, including: 
  If you are using a wireless connection between your computer and the router 
- wireless connections can be affected by interference from thick walls in your home, other 
electrical items such as baby monitors or cordless phones, and local congestion if there are a 
number of wireless connections using the same wireless channels (frequency) in your 
neighbourhood. 
  The number of people that are using the same website as you at the same 
time, and at peak times (weekday evenings and weekends) as well as the number of people 
using the internet in the UK and worldwide at the same time, can cause speeds can vary 
throughout the day. 
 



 

 

 

 
 

 
 
 
  



 

 

 

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 
 
There are examples on the broadband speeds page linked from the main menu which 
illustrates how quickly downloads can take with different internet speeds.  
 

 
 
 
Broadband speeds explained document – linked from the search for ‘throughput speeds. 
This document has a link to ‘examples of broadband speeds’ which has typical download 
speeds for different types of uses. 
 
  



 

 

 

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) 
 
Nothing on search for words ‘traffic management’ 
Reference for ‘network management’ or ‘fair usage policy’ which applies to Sky Broadband 
Connect customers only in the Broadband speeds glossary document. 
 

 
 
 
However, when searching google for Sky Broadband traffic management, the first link in 
the results was to the traffic management policy in terms and conditions (found here: 
http://www.sky.com/shop/terms-conditions/broadband/network-management-policy/) 
detailing traffic management policies for various packages. 
 

http://www.sky.com/shop/terms-conditions/broadband/network-management-policy/


 

 

 

 
 
 
 
 

  
 
  



 

 

 

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 not as easy as other ISPs to find the speed estimate facility on the website.  It had a specific 
menu.  Once it was found the speeds were returned next to the packages, so it was not as easy to 
understand what the speed was compared to others where it was returned separate to the different 
packages. 
 
Whilst the detail about speeds was available it was necessary to hunt around for it.  There were lots 
of really useful pages but these were not signposted from the main broadband pages which only had 
2 drop down options which were not very detailed.   
 
Minimum guaranteed speeds were not mentioned although there was information about what to do 
if the speed was lower than the estimate.  The information was less comprehensive than the 
experience I had in store and on the telephone with Sky.  
 

 
 


