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2 WELCOME TO VODAFONE BUSINESS BROADBAND AND PHONE

Thank you for choosing our service.
This Service Confirmation Booklet contains lots of useful 
information such as how to get set up, as well as the terms and 
conditions. Keep it handy, even if you don’t need to refer to it 
straight-away. Please see below as a guide to the sections 
relevant to the services you’ve purchased. 

Business Phone only Service

If you are taking our phone service, you can find where to get extra information 
such as call features, as well as what you need to know if you require an engineer  
to visit.

Please see section 1 for details on getting started. 

Business Broadband only Service

You’ll find our plug-and-play Vodafone Broadband router simple to set up, and 
you can manage its settings easily with our handy app or via the online portal.

Please see sections 2, 3, and 4 to get up and running.

Business Broadband and Phone Service

This will give you information on getting set up, as well as what happens if you need 
an engineer to visit and install a new phone line. You’ll find our plug-and-play 
Vodafone Broadband router easy to set up, and you can manage its settings easily 
with our handy app or via the online portal. 

Please see sections 1, 2, 3, and 4 to get up and running. 

For more information or help, go to vodafone.co.uk/businessbroadband  
or call us on 08080 034 515 free from a landline or mobile, or on 191 from a  
Vodafone mobile. 

Welcome to Vodafone Business 
Broadband and Phone

Hi



3WELCOME TO VODAFONE BUSINESS BROADBAND AND PHONE

Our agreement with you for the Vodafone Business Broadband 
and Phone Services

This Service Confirmation Booklet also has all the details of our agreement with 
you for Vodafone Business Broadband and Phone.

Please ensure you read this agreement carefully as it sets out legal rights 
and obligations that apply to you.

Vodafone Business Broadband and Phone Charges

Detailed information about Charges can be found in the Price Plan Guide for 
Vodafone Business Broadband and Phone at vodafone.co.uk/businessbroadband.

Glossary

Sometimes in this Service Confirmation Booklet we use capitalised words for terms 
and expressions that have specific meanings. Please refer to the glossary towards 
the end of this Service Confirmation Booklet, which explains what these phrases 
mean.
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1. VODAFONE BUSINESS PHONE SERVICE

1. Vodafone Business Phone Service

1.1 New phone line installation

The service confirmation letter delivered to your premises will advise the date your 
service will be active from, which we refer to as the Activation Date. Until your service 
is live, it is possible that the phone number for your service may change from the 
number that we advised on the service confirmation letter. We therefore advise you 
not to use the number detailed for any adverts, websites, or stationery until your 
service has been made active.

Engineer visit

If you’re having a new phone line installed, we’ll have given you a date for an engineer 
visit in your service confirmation letter that was posted to you. 

Here’s what you need to do before the engineer arrives:

•  Check you have permission for the line to be installed. The engineer will 
need to make a small hole in at least one wall – if you are in a rented property 
or commercial building you may require the landlord’s permission

•  Make sure you know where you’d like your phone line positioned, and that the 
engineer can access the area safely (you may need to move any heavy furniture 
out of the way)

•  Make sure someone’s in when the engineer visits. Someone aged 18 or over 
must be in when our engineer calls, otherwise they will be unable to carry out 
the installation. And as the work may take a little while to complete, whoever’s 
there needs to stay until everything’s done

If no one’s there the day our engineer visits

If our engineer arrives to find no one there, you may have to pay a missed engineer 
appointment charge.  Details of the missed engineer appointment charges can be 
found  in the Price Plan Guide for Vodafone Business Broadband and Phone at 
vodafone.co.uk/businessbroadband.

Need to change the day our engineer visits?

No problem. Refer to your service confirmation letter that came with this Service 
Confirmation Booklet for details on how to change your appointment. 

5



6 1. VODAFONE BUSINESS PHONE SERVICE

When our engineer arrives, they’ll:

•  Be from Openreach and have official ID

•  Ask where you want your phone line to be positioned

•  Fit a small box to the outside and inside your premises, and connect the 
appropriate cables

•  Test your new line to make sure everything’s working properly

1.2 Existing phone line takeover

If we are taking over an existing phone line, your service will be active from the  
date shown in the service confirmation letter (which we refer to in the Glossary as 
the ‘Activation Date’). 

1.3 Setting up your phone service

Your Vodafone Business Phone Service comes with useful features such as  
Last Calling Number (1471), Number Conceal (141) and voicemail.

Before you start activating and using these features, check that your phone has  
*,  # and R (recall) buttons, in addition to the standard numerical buttons.

We offer a range of additional call features that don’t come as standard with your 
phone line. Go to vodafone.co.uk/businessbroadband for further details and  
how to use them.

To activate any additional call features call us on 08080 034 515 free from a  
landline or mobile, or on 191 from a Vodafone mobile.



2. VODAFONE BUSINESS BROADBAND SERVICE

Setting up your Vodafone Broadband router

2.1 New phone line

If you are having a new phone line installed, please refer to section 1.1 New phone 
line installation for information relating to your new phone line. The service 
confirmation letter that came with this Service Confirmation Booklet will advise 
the date your service will be active from, which we refer to as the Activation Date.

Once our engineer has left, you can simply plug in your Vodafone Broadband router 
and set it up yourself. See the Simple setup guide that came with your router for how 
to do this. You’ll then find your broadband service is active by midnight that day.

2.2 Existing phone line

If you have an existing phone line, your service will be active from the date shown 
in the letter (which we refer in the Glossary as the ‘Activation Date’). 

On your Activation Date, you’ll need to plug in your Vodafone Broadband router 
before 08:00 (remembering to use one of the microfilters supplied –  see Step 1  
of the Simple setup guide that came in the box with your router). 

You’ll then find your Business Broadband Service is active by midnight that day. 
When your service is activated there will be a constant red light showing at the 
bottom of your Vodafone Broadband router. All you need to do after that is follow  
the rest of the steps in the Simple setup guide and you’ll be online in no time.

2. Vodafone Business Broadband Service
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8 3. MANAGING DEVICES

Once your Vodafone Broadband router is set up and the Wi-Fi is working (see your 
router’s Simple setup guide for help with this), you’ll need the information on your 
router’s label to get devices like PCs, laptops, tablets and smartphones connected 
wirelessly to the internet. The Wi-Fi name and password can be found on the back  
of the router.

You can use the Vodafone Broadband app to change your Wi-Fi password 
and manage your router settings. It’s available to download and install  
from the Apple App Store or Google Play Store – search Vodafone Broadband App. 

For more information see vodafone.co.uk/businessbroadband.

3. Managing Devices



4. ANTI-VIRUS AND CONTENT CONTROL

Anti-virus

Our recommended anti-virus software is F-Secure SAFE. For further information, 
please visit vodafone.co.uk/businessbroadband.

Content control

Content control allows you to decide which websites your business End Users can 
access. At no extra cost, you can protect any device connected to your Vodafone 
Business Broadband Service via the Vodafone Broadband router.

The default setting for content control for your service is set to off. You can  
activate and manage content control for your Business Broadband Service by 
accessing your Vodafone My Account at vodafone.co.uk/myvodafone.

To find out more, please see the Vodafone Business Broadband User Guide on 
vodafone.co.uk/businessbroadband, or call us on 08080 034 515 free from a 
landline or mobile, or on 191 from a Vodafone mobile. 

4. Anti-virus and content control
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5. VODAFONE BUSINESS BROADBAND AND PHONE ACCEPTABLE USE POLICY (“AUP”)

5.  Vodafone Business Broadband and 
Phone acceptable use policy (‘AUP’)

1. Introduction
1.1 This AUP applies to your use of the Equipment and Services which are provided by Vodafone to you 
under our Agreement with you.
1.2  Any reference to “we” in this AUP shall be a reference to Vodafone Limited or any other member of the 
Vodafone Group. Any reference to “you” shall mean you as the Customer and anyone else that you allow to 
use the Services including all employees or anyone who accesses the Services due to your removal of, or 
failure to maintain, wireless encryption security on your wireless router.
1.3 All capitalised words which are used in this AUP but are not defined shall have the meaning given to 
them in the Glossary which is set out in the Service Confirmation Booklet. 
1.4 We may update or amend this AUP at any time, so please check our Website regularly at   
vodafone.co.uk/businessbroadband for any updates to this AUP or our Vodafone Business Broadband 
and Phone Agreement. Your continued use of the Services after any change to the AUP constitutes 
acceptance of the updated AUP.
1.5 This AUP was last updated in July 2016.
2. Your use of the Services
2.1 You must not: (a) use any Equipment or Services in any way that is unlawful or illegal; (b) do anything 
that causes the Network to be impaired; (c) use automated means to make calls, texts or send data 
(including via a GSM Gateway); or (d) use the Services to artificially generate revenue or traffic. 
2.2 You understand that unauthorised access to computer systems may constitute a criminal offence.
2.3 As the account holder, you shall at all times remain fully responsible for any use of the Services and 
Equipment by you, any employees or anyone else at your Premises.
2.4 You must refrain from any use of the Services and Equipment that could be to the detriment of any  
other End Users.
2.5 You are solely responsible for your use of the internet and any web space that you own or control.
2.6 You must not use the Equipment or Services to access, download, send, receive, store, distribute, 
transmit, upload or in any way deal with material or data that we deem:
 i.   to be offensive, threatening, defamatory, racist, abusive, harassing, nuisance, invasive of privacy,   

 obscene, harmful, indecent or menacing;
 ii.  breaches any third-party’s rights (for example, using or copying another’s material without their 

consent); or
 iii. to be for fraudulent, unlawful or illegal purposes or effect.
2.7 You must not use the internet to send information that has forged addresses or are deliberately 
constructed to adversely affect remote machines or other computer systems. 
2.8 You must not forge or alter headers, addresses or other information in emails or other messages in order 
to make them appear to be coming from or sent by another person or entity.
2.9 You must not alter message headers to prevent visibility of the email address or to prevent the recipient 
from responding to the message.
2.10 Without the explicit permission of the relevant operators you may not run “scanning” software which 
accesses remote machines, networks or other computer systems.
2.11  You must ensure that you do not further or allow the sending of unsolicited bulk emails, spam emails, 
“mailbombs”, messages, or any other form of email or Usenet “abuse”. This applies to both material that 
originates on your computer systems and also third-party material passing through your computer systems.
2.12  You must ensure that your computer systems and network are not configured in such a way that others 
are able to exploit them in order to disrupt the internet or any other third-party network. This includes but is 
not limited to ensuring that your network cannot be exploited as an open mail relay, open proxy server, or as a 
component of a wider network used in denial, or distributed denial of service attacks by third parties. 
2.13 We may in certain circumstances be legally obliged to disclose information to relevant authorities, 
regulators, law enforcement agencies and other third parties. In any event, we reserve the right to notify 
these entities of any acts that may constitute unlawful conduct.

10
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2.14 We reserve the right to restrict access to any illegal content. However, we do not monitor all content 
available through the Services and, as such, we cannot guarantee that you will be unable to access illegal or 
offensive content on the internet. We therefore recommend that you install appropriate security measures 
on your computer systems, including access controls and up-to-date virus protection and firewalls.
Third-party providers and traffic monitoring
2.15 You must not use Vodafone Business Phone minutes for making or receiving calls for the purpose of 
financial gain (save for calls made for ordinary business purposes); including but not limited to the 
generation of any form of credit for use with third-party services.
2.16 Please note that the third-party service providers which we use to provide the Services may carry 
out regular traffic monitoring activities across the network. Please be aware that they may reserve the 
right to throttle or limit your access to the Services in order to ensure that the network and data exchanges 
are protected.
3. Network security
3.1 You must not take any action that could inhibit or violate the network security of any person or 
company (including Vodafone) or that could adversely affect their use of the internet.
3.2 You must not adapt, modify, decompile or reverse engineer any part of the Services or Equipment.
4. Actions we may take
4.1 We may, at our sole discretion, run manual or automatic systems and monitoring of your use of the 
Services in order to ensure that you remain compliant with the terms of this AUP at all times (for example we 
may scan for open mail relays, or open proxy servers). By accessing the internet via our Services you are 
deemed to have granted us permission to access and monitor your computer systems and networks.
4.2 We may block any electronic communication that we reasonably consider to have breached this AUP.
4.3 If we become aware that you may have breached this AUP, we reserve the right to take any action we 
believe to be appropriate including, but not limited to:
 i.  investigating the possible breach;
 ii. notifying you by email;
 iii. contacting you by email or phone to gather further information or to discuss our concerns;
 iv. issuing you with a formal warning;
 v.  restricting your access to the Services;
 vi. suspending your access to the Services with immediate effect; and/or
 vii.terminating your account with us and disabling your access to the Services (with or without notice).
4.4 We may take any of the above actions that we deem appropriate, but we will always try and work with 
you before taking any action that will affect your use of the Services.
5. Making a complaint
If you’d like to make a complaint about someone’s use of the Services or in relation to any content 
accessible through the Services, please contact us  free on 08080 034 515 from any landline or mobile  
or 191 from a Vodafone mobile.

5. VODAFONE BUSINESS BROADBAND AND PHONE ACCEPTABLE USE POLICY (“AUP”)



7. VODAFONE BUSINESS BROADBAND AND PHONE PRIVACY POLICY

Read our FAQs to find out everything you need to know about our delivery and returns policy for our 
Vodafone Broadband router. An up-to-date copy of this Vodafone Broadband router delivery and returns 
policy can be found at vodafone.co.uk/businessbroadband.

ORDER AND DELIVERY

How will my order be delivered?
We can deliver your order to your billing address or broadband installation address. We can’t change any 
details once you’ve placed your order.
Someone will need to be in to sign for it, otherwise, it’ll go back to your local courier depot, or Royal Mail 
depot, and the driver will leave a card with details of how to collect it or rearrange delivery.

If your Vodafone Broadband router we delivered is faulty?
We’ll help you sort out any faulty equipment, as long as:
• you bought it from us;
• you bought it within a reasonable timescale; and
• it has a genuine fault.
If the fault is covered by a manufacturer‘s warranty, fixing it will be free.
If your equipment is faulty please contact us at 08080 034 515 free from a landline or mobile, or on 191 
from a Vodafone mobile. We will provide you with a replacement Vodafone Broadband router and a returns 
bag for you to send the faulty equipment back to us. Please note that your replacement Vodafone 
Broadband router may be a fully refurbished router. If you fail to return the faulty equipment to us we may 
apply a charge to you to represent the cost of equipment not returned.

CANCELLATIONS AND RETURNS

What do I do if I’ve changed my mind and want to cancel my order?
You have the right to cancel your order and return any Equipment (such as the Vodafone Broadband router) 
we’ve supplied to you. You can cancel at any point from when you place your order up to no later than 30 
days from the day your Vodafone Business Broadband and Phone Services were activated by us 
(“Cooling-Off Period”). If you want to cancel your order, please get in touch free on 08080 034 515 from 
any landline or mobile or 191 from a Vodafone mobile. We‘ll need your name, account number, address, 
telephone number and other personal information. Please have this information to hand.

6.  Vodafone Business Broadband  
and Phone privacy policy

7.  Vodafone Broadband router delivery 
and returns policy
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If you change your mind outside the Cooling-Off Period you’ll need to notify us in accordance with the 
Vodafone Business Broadband and Phone Services Agreement which may be updated from time to time, 
and is available on our Website and in this event, you may have to pay an Early Termination Fee. For further 
details on the Early Termination Fee, see the Price Plan Guide for Vodafone Business Broadband and Phone 
at vodafone.co.uk/businessbroadband.

What happens once I’ve told you that I want to cancel my order?
We will send you a pre-paid envelope, which will arrive in 2-5 days (this wait won’t affect your 30 day return 
period, as you‘ve already let us know).
Put everything that came with your order into the envelope and post it to us.
We’ll then complete your cancellation request and close your accounts.
Please note, failure to return any equipment to us may result in you incurring charges to your account to 
represent the cost of the equipment not returned to us.

What will I pay for if I cancel?
If you cancel your order before the end of the Cooling-Off Period and we’ve started to provide you with the 
Services, you’ll need to pay for:
• any line rental (including any “extras” and/or “add-on” services); and
• any use of services not covered by the line rental (international calls or premium rate calls, for
example), for the period up to the date you notified us of your cancellation.
Please note that we will credit you any line rental charges (including any phone features, added packages,
“extras” and/or “add-on” services) that you may have incurred from the date you have notified us that you
want to cancel up to the date we received the Vodafone Broadband router.
You’ll also need to pay for any activation, installation, connection or other service and maintenance fees
you agreed to in order to obtain the Vodafone Business Broadband and Phone Services. The Charges can be 
found in the Price Plan Guide for Vodafone Business Broadband and Phone at vodafone.co.uk/
businessbroadband.
We’ll also only refund the standard postage costs, if applicable, that you paid for delivery of the Vodafone
Broadband router.
You‘ll need to return the Vodafone Broadband router in good condition, subject to fair wear and tear. If you
return the Vodafone Broadband router with missing parts, damaged or in poor condition, we may charge 
you a reasonable fee or reduce the amount of refund we pay to you.
It is your responsibility to ensure that you do not use the Vodafone Business Broadband and Phone Services
once you notify us that you have cancelled your order. If you continue to use the Vodafone Business
Broadband and Phone Services once you have notified us, you may still be charged.
This policy’s terms won’t affect your rights under the Vodafone Business Broadband and Phone Agreement.

7. VODAFONE BROADBAND ROUTER DELIVERY AND RETURNS POLICY



1. ABOUT THESE TERMS AND THE AGREEMENT
1.1 These terms and the documents they refer to will govern the relationship between the customer whose 
name appears on the Order Form or welcome documents (“you”, the “Customer” or “your”) and Vodafone 
Limited (“us”, “we” or “our”) in respect of the Services which are in the Order Form. You are contracting as a 
business and not as a consumer. The Order Form, any applicable Price Plan Guide, these General Terms, any 
subsequently agreed Commercial Terms, any applicable Service Terms, our Standard List Price, the AUP 
and other documents referred to in these terms together form our contract with you in relation to the 
Services (collectively the “Agreement”) and apply in decreasing order of precedence. 
1.2 In these General Terms and the Service Terms, capitalised words are given specific meanings which are 
set out in the Glossary found at the end of the Service Confirmation Booklet.
2. COMMENCEMENT AND DURATION
2.1 The Agreement begins on the Effective Date and continues for the Minimum Term and thereafter 
unless terminated in accordance with the Agreement.
3. EQUIPMENT AND SERVICES
3.1 We will provide the Services to you from the Commencement Date for the remainder of the term of the 
Agreement in relation to those Services.
3.2 If you use the Services to make an emergency call, the caller location information that is provided to the 
emergency services may not be the location from which the call is made, which may delay the emergency 
services’ response to the call. 
3.3 Where you have bought Equipment from us you will own the title to the Equipment (other than any SIM 
Card and embedded Software) when we have received full payment for that Equipment. Until that time you 
must identify the Equipment as belonging to us. Title to SIM Cards and all other Equipment remains with us 
at all times unless expressed otherwise in the Service Terms.
3.4 Your use of the Equipment and Services is conditional on your acceptance of applicable Software 
Licence(s) prior to such use, the terms of which shall comprise your sole rights and remedies in respect of 
the Software.
3.5 You shall use the Equipment and Services in accordance with our AUP and shall indemnify us against 
any and all liability and costs which we suffer if you breach the AUP.
4. CHARGES
4.1 You shall pay us the Charges for the Services.
4.2 Unless specified otherwise, Charges are exclusive of VAT which is charged at the current rate. Any 
Charges not specified in the Commercial Terms shall be at Standard List Price. Rounding and minimum 
charges apply as set out in the Commercial Terms and/or the applicable Price Plan Guide.
4.3 We shall invoice Charges in accordance with your Price Plan Guide. You must pay all Charges by direct 
debit or other agreed method within the payment period specified on our invoice. 
4.4 Unless we agree with you otherwise, Charges shall not include any special equipment or work such as 
cutting away, decoration, ducting, ground work, building work and other similar work. 
4.5 We may apply any payment which you owe to us against any payment which we owe to you under this 
Agreement or any other agreement. You shall not make any deductions from amounts which you owe to us. 
5. CHANGING THIS AGREEMENT
5.1 We may change this Agreement (including changing or introducing new Charges or changing or 
withdrawing the Services or Third-Party Services) on written notice to you. We will use reasonable efforts to 
give you at least 14 days prior written notice of these changes.
5.2 If we change this Agreement to your material detriment then we will notify you at least 30 days prior to 
the change. You may then end this Agreement by providing 30 days prior written notice to us which you
must provide within 30 days of our original notice of change under clause 5.1 and if you do this, the changes 
shall not apply to you during the notice period. This clause 5.2 shall not apply where we have changed the 
Agreement to comply with applicable laws or regulations. The following shall be a material detriment for 

8.  Vodafone Business Broadband  
and Phone agreement
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the purposes of this clause: (a) any increase in your UK standard monthly Charges of more than 10% in a  
12-month period; (b) an increase in your monthly inclusive price plan Charges; or (c) a withdrawal of the core 
Services or an adverse change to the core Services.
5.3 Save as set out in clauses 5.1 and 5.2, changes to this Agreement must be made by written agreement
signed by both Parties.
6. SUSPENDING THE SERVICES
6.1 We may suspend the Services: (a) for any maintenance, modification, or technical failure of the 
Network; (b) to safeguard the security and integrity of the Network or (c) where it is necessary to comply 
with law or regulation (including any orders or directions given by emergency services, law enforcement or 
regulatory agencies) provided that in each case we shall keep all suspensions to a minimum.
6.2 We may suspend the Services if we reasonably believe that you are in breach of the Agreement.
6.3 We shall give you prior notice of any suspensions where reasonably practicable.
7. ENDING THIS AGREEMENT
7.1 Subject to clause 8, each Party may end this Agreement or any part thereof by giving the other 30 days’ 
prior written notice.
7.2 Each Party may terminate this Agreement with immediate effect (by serving written notice of termination 
to the other Party): (a) if the other Party becomes subject to an Insolvency Event; or (b) if  the other Party is in 
material breach of this Agreement (provided that where such breach is capable of remedy, the breaching Party 
is given 30 days to rectify such breach from the date of the other Party’s notice of the breach).
7.3 If we are no longer authorised to provide the Services, for example, following termination of a contract 
between us and a third-party supplier, we may terminate the affected Service(s) with immediate effect on 
written notice to you. If this happens, we shall credit you Charges paid in advance in relation to the 
terminated Service(s) for the period following termination without affecting your rights under clause 5.2. 
8. EFFECTS OF TERMINATION
8.1 Subject to clause 8.2 below, on termination of the Agreement (in whole or part), the following shall 
apply to all or part of the Agreement terminated: (a) we shall cease to provide the Services; (b) we will 
terminate access to the Network from the Equipment; (c) you will return the Equipment to us except where 
you have paid us the full amount for such Equipment; (d) you and your End Users shall stop using the 
Service(s) and Software (except Software which is embedded in Equipment which belongs to you) and 
return the Software to us (having removed all copies from your systems); (e) the Parties shall promptly 
return or destroy all Confidential Information (except one copy which is necessary to keep in order to ensure 
compliance with this Agreement), and provide written confirmation of this upon request; and (f) you shall 
immediately pay us all sums due, including any applicable Early Termination Fee. 
8.2 (a) you shall pay us an Early Termination Fee except where you cancel the Service(s) within the 
Cooling-Off Period or where you terminate under clauses 5.2 or 7.2 or 14.4 or where we terminate under 
clauses 7.1 or 7.3 or 14.4 or where we terminate this Agreement and provide Services to you under a new 
Agreement within 30 days of such termination because you have changed Premises or you have changed 
Premises and we are unable to continue to provide the same Service you received prior to your change of 
Premises; and (b) where specified in the Order Form or applicable Commercial Terms, unless we agree 
otherwise you shall make a payment for any amount outstanding for the Equipment. The Early Termination 
Fee for Vodafone Business Broadband and Phone shall be calculated as set out in the Price Plan Guide for 
Vodafone Business Broadband and Phone.  
8.3 If we require you to return any Equipment to us, we will at our option provide you with pre-paid 
packaging or arrange for collection. We may in certain circumstances need to visit the Premises to 
disconnect or recover the Equipment. If you do not provide the Equipment to us within 14 days of 
termination, we may continue to apply Charges (up to the value of the Equipment) until you have allowed  
us to recover the Equipment.
9. LIABILITY
9.1 Nothing in this Agreement restricts our liability for death or personal injury resulting from our 
negligence or for anything which cannot be restricted by law.

8. VODAFONE BUSINESS BROADBAND AND PHONE AGREEMENT



9.2 We are not liable under or in relation to this Agreement for: (i) any loss (whether direct or indirect) of 
profit, revenue, business, data, anticipated savings or goodwill; or (ii) any indirect or consequential losses, 
regardless of whether such losses were contemplated.
9.3 Subject to clause 9.2, our liability under or in relation to this Agreement is limited in total to 100% of the 
value of the Charges paid or payable by you in the first 12 months of the Agreement, or if this Agreement has 
not been in place for 12 months, the average monthly Charges payable for the months from the 
Commencement Date of the Agreement to the date of the first claim, multiplied by 12.
9.4 Our commitments expressed in the Agreement are in lieu of all implied terms conditions and warranties 
which are excluded to the full extent permitted by law.
10. CONFIDENTIALITY
10.1 Each Party (“Receiving Party”) shall keep confidential the Confidential Information of the other Party 
(“Disclosing Party”) and not disclose the same to any other person except as permitted below.
10.2 A Receiving Party may disclose Confidential Information to any director, officer, employee, contractor, 
or adviser, of the Receiving Party where necessary to fulfil the purpose of this Agreement provided that the 
Receiving Party ensures those recipients comply with this clause 10. A Receiving Party may disclose 
Confidential Information where it is required to do so by law or to comply with a court order or request from a 
regulatory authority.
10.3 Confidential Information shall not include information that: (a) is publicly available other than through 
breach of this Agreement; (b) is lawfully in the possession of the Receiving Party before disclosure under 
this Agreement; (c) has been obtained from a third party who is free to disclose it; or (d) is independently 
developed without access to the Confidential Information.
10.4 Upon written request, as soon as reasonably practicable, the Receiving Party shall return all 
Confidential Information (as far as technically reasonably possible) to the Disclosing Party. The Receiving 
Party may retain Confidential Information as required by law or as required for archive purposes. This 
Agreement will continue to apply to any retained Confidential Information.
10.5 The obligations in this clause 10 shall survive termination of this Agreement for a period of 3 years 
from the date of termination. 
11. DATA PROTECTION
11.1 Both Parties shall comply with applicable privacy law. 
11.2 Where a Party acting as data processor processes any personal data for and on behalf of the other Party 
acting as data controller, then the data processor undertakes to the data controller that it shall: (a) comply 
with the provisions of the Seventh Principle of the Data Protection Act 1998; (b) only process such personal 
data for the purposes contemplated by this Agreement or with instructions from the data controller from 
time to time; and (c) not transfer such personal data outside of the European Economic Area without the 
prior written consent of the data controller.
11.3 Where applicable, you shall inform your End Users of our processing of personal data and shall ensure 
that they have consented to such processing prior to using the Services.
12. TRANSFERRING THIS AGREEMENT
12.1 Neither Party may transfer, novate, or assign this Agreement (in whole or in part) without the other 
Party’s prior written consent, such consent not to be unreasonably withheld.
12.2 Despite clause 12.1, we may transfer, novate, or assign this Agreement (in whole or part) without your 
consent to: (a) a company within our Vodafone Group; or (b) a debt collection agency where we have 
terminated this Agreement for your non-payment.
12.3 We may perform some or all of our obligations under this Agreement by using subcontractors. 
13. NOTICES
13.1 We will send you notice by post, voicemail, text, email or other form of electronic message. We will 
treat you as having received the notices 48 hours after we have sent them. We will send all bills and notices 
served by post or by email, to the address you have given. You must tell us about any changes to your 
address. You must send us notices by post or email to our address shown on the bill. You can assume we 
have received these notices 48 hours after you have sent them.
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14. GENERAL
14.1 Unless expressly provided in this Agreement, no term of this Agreement is enforceable under the 
Contracts (Rights of Third Parties) Act 1999 by any person who is not a party to it.
14.2 If you or we fail to enforce each Party’s respective rights under this Agreement, it will not prevent you 
or us from taking further action.
14.3 You and we acknowledge that neither you nor we have entered this Agreement relying on any 
non-fraudulent statement which is not expressed in this Agreement.
14.4 Neither Party will be responsible or liable for the failure or delay in the performance of its obligations 
due to a cause beyond its reasonable control. Each Party may terminate this Agreement if the other Party is 
prevented from performing its obligations due to a cause beyond its reasonable control which continues for 
a period of 30 days or more.
14.5 You and we shall not make any public announcement regarding this Agreement unless we have 
agreed with you otherwise although we may include you in our generic list of customers which we may 
publish from time to time.
14.6 This Agreement is governed by the laws of England and Wales. The Parties submit to the exclusive
jurisdiction of the courts of England.

GENERAL SERVICE TERMS

1. ORDERING AND DELIVERY
1.1 An order form for Equipment and/or Services is binding when we have accepted it by giving you written 
confirmation or, if we don’t provide you with written confirmation, when we connect the Services or 
commence implementation of the Order Form.
1.2 Any dates we give you are estimates only and time is not of the essence in relation to such dates. 
1.3 We will deliver applicable Equipment, SIM Cards and Services to the address set out in the Order Form.
1.4 Our supply of Equipment is subject to availability.
2. OUR PROVISION OF THE SERVICES
2.1 We will use reasonable efforts to correct reported faults inherent in the Services and/or Equipment as 
soon as possible. If we carry out work in response to a fault in the Services and/or Equipment reported by 
you and following such work we determine that there is no fault found in the Services and/or Equipment or 
that the fault was not caused by us, then we shall be entitled to charge you for the site visit and any remedial 
work carried out.
2.2 We may need to conduct a survey to ensure the Premises are suitable to receive certain Services. If we 
need to conduct the survey at the Premises, additional Charges may apply but we will notify you if this is the 
case. Our provision of the Services is subject to a satisfactory survey.
3. YOUR USE OF THE EQUIPMENT AND SERVICES
3.1 You agree to provide us with any information reasonably requested by us to enable us to provide the 
Services as your failure to do so may prevent or delay our provision of the Equipment and/or Services.  
3.2 You may supply the Equipment and Services to your End Users provided you ensure their compliance 
with the Agreement but you cannot make the Equipment and Services available to any other person or use 
the same on behalf of any other person.
3.3 You undertake to keep the Equipment at your Premises and not move, modify, interfere with or 
prejudice our rights in Equipment or Services (including any Software and/or integral safety features) in any 
way unless it is with our permission and in accordance with any instructions we may give. 
3.4 You are responsible for your Customer Equipment which you must ensure is compatible for use  
with the Services. 
3.5 You must only use Equipment which we supply or which we have approved as compatible  
with the Network.
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4. LOSS AND DAMAGE TO EQUIPMENT
4.1 Vodafone’s Returns Policy applies if the Equipment supplied by Vodafone is faulty. 
4.2 Except as set out in the Returns Policy, once we have delivered Equipment and/or SIM Cards to you at 
your Premises you shall take the risk of loss or damage to the Equipment and/or SIM Cards which we have 
delivered (except where it can be shown that such loss or damage was caused by our negligence or due to 
fair wear and tear). 
4.3 If your SIM Card or Equipment is lost or stolen after we have delivered it to you, you must tell us as 
soon as possible so that we can prevent further use on it. You must pay for all Charges due until you tell 
us. You must also continue to pay the Charges until this Agreement has ended as described in clause 7 of 
the General Terms.
5. EQUIPMENT WARRANTY
5.1 If we sell you Equipment as part of the Services we warrant that such Equipment (excluding any 
Software) will be materially free from inherent defects for 12 months following the date of the Order Form 
or such longer period as we may from time to time publish on our Website. If such Equipment becomes 
faulty within the warranty period, you may return the Equipment to us at our cost and we will repair or 
replace (at our option) the Equipment within 28 days. Our obligations in this section 5.1 do not apply if you 
have damaged the Equipment or caused the Equipment to become faulty or if the Equipment becomes 
faulty outside the warranty period.
6. SITE ACCESS
6.1 You grant us, our subcontractors and agents access to the Premises and agree to provide us with such 
facilities and information as we reasonably require for or in connection with our performance of Services 
(including where necessary access outside normal working hours). The permissions granted in this section 
6.1 shall continue in force after termination of this Agreement until such time as all Equipment at your 
Premises has been returned to us. 
6.2 If our provision of Services involves access to Customer Equipment, you warrant and undertake that 
you have full authority to permit us to perform those Services and agree to indemnify us against any and all 
liability and costs which we suffer if you breach such warranty.
 
PRODUCT SPECIFIC SERVICE TERMS

VODAFONE BUSINESS PHONE TERMS
1. REQUIREMENTS AND LIMITATIONS
1.1 You must have the right to have the fixed line(s) installed at the Premises. If you cease to have such  
right before the end of the Minimum Term, we may terminate the Agreement and the Early Termination 
 Fee may apply.
2. ACTIVATION
2.1 After we receive your order we will notify you of the date on which we plan to make the Vodafone 
Business Phone Service available to you. 
2.2 Where applicable, you authorise us to terminate your agreements with your previous fixed line service 
providers. We will not be liable for wrongful cancellation of any agreements with your previous providers.
2.3 We will try and retain your existing phone number when you transfer to us, however we cannot 
guarantee this and we may provide you with a new phone number. If we provide you with a phone line, and 
you don’t ask us to transfer your existing number, we will allocate a new number to your phone line.
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3. CHANGING PREMISES
If during the Minimum Term you wish to change any of the Services or Premises to which we supply the
Services then you must notify us of this request by telephone free on 08080 034 515 from any landline or 
mobile or 191 from a Vodafone mobile. Our provision of services to your new Premises will involve the 
termination of this Agreement and our provision of the Services under a new Agreement. We will provide 
reasonable assistance, however, installation fees and/or Early Termination Fees may apply.

4. SWITCHING TO VODAFONE BUSINESS PHONE SERVICE
4.1 If you are switching your fixed line telephone to us from a previous provider, this section will apply.
4.2 By entering into the Agreement with us you are authorising us to migrate your telephone service from 
your previous provider to us.
4.3 We are required by regulation to create a record of your consent to the migration which will contain the 
following information:
(a) your name and address,
(b) the time, date and means by which you gave us your consent;
(c)  where appropriate, the place where consent was given and the salesperson involved;
(d) the address where the target line is situated; and
(e) the Caller Line Identification or telephone number of the target line.
4.4 We are required to store the record of consent for 12 months, regardless of whether our Agreement with 
you is subsequently cancelled or terminated.
4.5 The record we create may be a call recording, a written record which you sign, a record of account 
interactions or another form appropriate to the sales channel relating to your order.

VODAFONE BUSINESS BROADBAND SERVICE TERMS
5. EQUIPMENT
5.1 In respect of any router we provide to you as part of the Vodafone Business Broadband Service, title to 
the router shall transfer to you on expiry or termination of the Agreement after the Minimum Term. If the 
Agreement terminates before the end of the Minimum Term, title to the router shall remain with us and you 
shall return the router to us in accordance with clause 8.3 of the General Terms. 
6. ACTIVATION
6.1 After we receive your order we will notify you of the date on which we plan to make the Vodafone 
Business Broadband Service available to you. 
6.2 Where applicable, you authorise us to terminate your agreements with your previous broadband service 
provider. We will not be liable for wrongful cancellation of any agreements with your previous provider.
7. IP ADDRESSES AND DOMAINS
7.1 Any IP or other network addresses allocated by us to you are for use only in connection with the 
Vodafone Business Broadband Service and all rights in such addresses belong to us and shall revert to us 
upon termination of this Agreement. 
7.2 In most scenarios for moves, additions and changes including premise relocation inside and outside of 
the local exchange area and a down/upgrade of fibre services, we may need to issue you with a new single or 
range of static IP addresses.
8. SWITCHING TO VODAFONE BUSINESS BROADBAND
8.1 If you are switching your broadband to us from a previous provider, this section will apply.
8.2 By entering into the Agreement with us you are authorising us to migrate your broadband service from 
your previous provider to us.
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8.3 We are required by regulation to create a record of your consent to the migration which will contain the 
following information:
(a) your name and address,
(b) the time, date and means by which you gave us your consent;
(c)  where appropriate, the place where consent was given and the salesperson involved;
(d) the address where the target line is situated; and
(e) the Caller Line Identification or telephone number of the target line.
8.4 We are required to store the record of consent for 12 months, regardless of whether our Agreement with 
you is subsequently cancelled or terminated.
8.5 The record we create may be a call recording, a written record which you sign, a record of account 
interactions or another form appropriate to the sales channel relating to your order.
9. CHANGING PREMISES
If during the term of this Agreement you wish to change the Premises to which we supply the Services or 
change any of the Services then you must notify us of this request by telephone free on 08080 034 515 
from any landline or mobile or 191 from a Vodafone mobile. Our provision of services to your new Premises 
will involve the termination of this Agreement and our provision of the Services under a new agreement. We 
will not provide you with a new router on providing Services under a new agreement. In these circumstances 
you must retain the router we originally provided to you for this purpose. We will provide reasonable 
assistance, however, installation fees and/or Early Termination Fees may apply.
10. COVERAGE (Applicable to new Customers and existing Customers purchasing new Vodafone Business 
Broadband Services from 30 September 2016)
10.1 Actual throughput speed (actual speed experienced at a particular time when connected to the 
internet) experienced may be affected by a number of factors and may be lower than the estimated access 
line speed (where relevant) including but not limited to (a) nature of Customer’s line; (b) our Network 
capacity; (c) number of Customers sharing the Network; (d) number of Customers accessing a particular 
website at any one time or time of day; and (e) our AUP (which can be found in your Service Confirmation 
Booklet  and on our Website).
10.2 Subject to clause 10.1, if following notification to us it is determined that your access line speed (speed 
of data connection between the broadband modem and the local exchange or cable head end) is 
significantly lower than the estimated range of access line speeds detailed to you at point of sale and / or in 
your Commercial Terms, we shall follow the process set out in clauses 10.3 to 10.6 below. For the purposes 
of this clause, “significantly below” shall mean your actual access line speed falling below the access line 
speed achieved by the bottom 10th percentile of our relevant base of Customers as advised to you at the 
point of you reporting your speed issues to us (the “minimum guaranteed access line speed”). Our own 
speed checker shall be used for determining whether your access line speed falls below the minimum 
guaranteed access line speed.
10.3 Where the cause of the lower speed is within our control, we will have the opportunity to attempt to 
remedy the issue or exhaust remedial actions available to us including the provision of an equivalent 
alternative Vodafone Business Broadband Service. In the case of dependent Services provided by us and 
supported by the speed impacted Vodafone Business Broadband Service, the offer of an alternative, 
equivalent Vodafone Business Broadband Service shall be provided within 15 Business Days of the initial 
notification where reasonably practicable. 
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10.4 If we are unable to resolve the issue with remedial action including advice on how to alleviate the speed 
issues on the affected line and we are unable to offset the  speed issues to your satisfaction (which you are 
at your option able to reject), subject to clause 10.6 below, you have the option of terminating the relevant 
Vodafone Business Broadband Service without payment of any Early Termination Fee in relation to the 
affected line only (and any dependent Services which cannot be separated from the affected Vodafone 
Business Broadband Service which we shall advise you of at your request). The right to terminate the 
Vodafone Business Broadband Service is limited to the specific line with the speed issue only, not all lines 
under the Agreement (if applicable) and shall not apply to any Services which can operate independently  
of the affected Vodafone Business Broadband Service.
10.5 if you wish to terminate the applicable Vodafone Business broadband Service, you must provide 30 
days prior written notice to us which you must provide within 14 days of us notifying you that we have been 
unable to resolve the speed issues with your affected line.
10.6 In the event you elect to terminate the applicable Vodafone Business Broadband Service, clauses 8.1 
and 8.3 of the General Terms shall apply. In the event you do not return all Equipment, an Early Termination 
Fee shall become payable in accordance with clause 8.2 of the General Terms.
10.7 If you do not receive the estimated access line speeds from the Vodafone Business Broadband Service 
as detailed in your Commercial Terms for a sustained period of time, please contact us to discuss further on 
08080 034 515 free from a landline or mobile, or on 191 from a Vodafone mobile.
10.8 This clause 10 shall not apply to Vodafone Business Broadband Services where speeds are guaranteed 
and/or will not vary because you have your own dedicated connection (therefore broadband services 
provided using leased lines (such as EAD), Ethernet over fibre to the cabinet (EoFTTC), Ethernet First Mile 
(EFM) or similar are excluded.
10.9 For further details on the Vodafone Business Broadband Service and OFCOM’s Voluntary Business 
Broadband Speeds Code Practice, please visit vodafone.co.uk/businessbroadband where the speeds 
will be explained.
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9. Support

9. SUPPORT

This section sets out the support that we will provide in relation to the Business 
Broadband and Phone Service. Support provided under this section covers  
Faults (as defined below) in the Services themselves.

You may report Faults affecting the Services to our faults team free on 08080 034 
515 from any landline or mobile or 191 from a Vodafone mobile, between 08:00 
– 21:00, 365 days per year.

If you have selected  Business Phone – Premier Support  as an optional extra, then 
you may report a fault at any time.

Target Resolution Times will depend on the type of support you have taken at the 
time you report the Fault.

We will endeavour to resolve Faults within the relevant Target Resolution Time.

Charges are applicable for the higher support standard provided by Support Plus 
and Premier Support.

Vodafone Support
Target Resolution Time 
(subject to Parked Time 
rules detailed below)

Applies to

Free of Charge Chargeable Option

Business Broadband  
and Phone – Standard 
Support

Fault clear by end of next 
Business Day + 1 day, 
Monday to Friday, 
excluding public 
holidays. 
Example: Fault reported 
at any time between 
00.01 – 23.59.59 on 
Tuesday would have a 
Target Resolution Time of 
23.59.59 on Thursday 

Vodafone Business 
Broadband

n/a
Vodafone Business 

Phone

Business Broadband  
and Phone – Support Plus

Fault clear by end of next 
Business Day, Monday to 
Saturday, excluding 
public holidays. 
Example: Fault reported 
at any time between 
00.01 – 23.59.59 on 
Tuesday would have a 
commitment time of 
23.59.59 on Wednesday. 

Vodafone Business 
Phone Premium

Vodafone Business 
Phone, Vodafone 

Business Broadband 
17, Vodafone Business 
Broadband Essentials 

17/28/76

Vodafone Business 
Broadband 38

Vodafone Business 
Broadband 76

Vodafone Business 
Broadband Premium 38

Vodafone Business 
Broadband Premium 76

Business Phone - Premier 
Support

8 hour repair – 24/7
 (Mon – Sun) 

n/a All Packages
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In this section, the term ‘Fault’ means a fault which we reasonably determine has 
been caused by an error in the Services themselves and which has not arisen from 
other causes including but not limited to: 

• Your negligence or the negligence of any third party;

• Your failure to comply with the Agreement; 

• Failure of any equipment not supplied by us;

• Your failure to give us access to the Equipment on request;

• Any cause beyond our reasonable control;

•  Outages that are required without delay to comply with health and safety or 
regulatory requirements;

• Outages caused by power failures or other environmental problems; and

• Outages arising from moves, or changes which we have not authorised 
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Parked Time rules (based upon those provided to us by BT Openreach)

In order to maintain Target Resolution Times for Faults at 23.59.59, a Business Day 
or half a Business Day is added when Parked Time exceeds a certain value. Parked 
Time shall mean the time during which the clearance of a Fault is outside of our 
control. 

Here is how it works for: 

Standard Support and Support Plus

Rule 1: Prior to the day when the Fault is due to be cleared 

• Any cumulative Parked Time incurred is added to the reported time. 

•  If a revised report time crosses one or more Business Day midnight barriers, the 
Target Resolution Time is extended by the number of Business Days equivalent 
to the number of midnights crossed (i.e. report time + cumulative Parked Time = 
revised report time. In other words the revised Target Resolution Time is based 
on the revised report time). 

Rule 2 – On the day the Fault is due to be cleared 

• Up to 2 hours cumulative Parked Time - commitment time is unchanged. 

•  Between 2 hours and 4 hours cumulative Parked Time - Add half a Business  
Day to the Target Resolution Time. 
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•  Over 4 hours cumulative Parked Time – Add a full Business Day to the Target 
Resolution Time. 

•  If the Fault incurs more than 2 hours cumulative Parked Time after the Target 
Resolution Time has passed, Rule 1 applies except where the revised Target 
Resolution Time is in the past. If so, we will set the new Target Resolution Time as 
the end of the next half Business Day slot. 

• I f the Fault incurs less than 2 hours cumulative Parked Time after the Target 
Resolution Time has passed, we will set the new Target Resolution Time as the 
end of the current half Business Day slot.

Premier Support 

Rule 1 – Where a Customer Premises visit is required and immediate access is 
available 

•  Where 24 hour access is selected the repair time clock will start once a Fault 
ticket has been raised on the Vodafone system.

Rule 2 – Where a Customer Premises visit is required and access is available for less 
than 6 hours 

•  Where the latest access time is less than 8 clock hours from the Fault submission 
time the repair time clock will be restarted at the start of the earliest next 
available access time if the Fault has not been cleared. 

Rule 3 – Where a Customer Premises visit is required and the visit is appointed 

•  The appointment time will take precedence over other times and the repair time 
clock will start at the appointment start time.
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10. Glossary

The defined terms in the Agreement shall have the following meanings:
Activation Date – the date your Service will go live.
Actual Spend – for applicable Agreements specifying a Target Spend, the aggregate amount of Charges 
incurred and paid by you during the Minimum Term for the Service which the Target Spend relates, but 
excluding Equipment Charges.
Access Charge – in relation to the Business Phone Service means the price per minute which we charge for 
connecting the call and in relation to other Services means, unless otherwise defined, the monthly or other 
periodic fees for transmitting and receiving communications on Connections across the Network including 
where applicable line rental charges.
Agreement – our agreement with you as further defined in clause 1.1 of the document titled ‘Vodafone 
Business Broadband and Phone Agreement’ included in the Service Confirmation Booklet  which may be 
updated from time to time and available on our Website at vodafone.co.uk/businessbroadband.
Anti-virus – software used to detect and remove malicious code.
AUP – our acceptable use policy at vodafone.co.uk/businessbroadband or otherwise as appended to 
this Service Confirmation Booklet.
Business Day – unless expressed otherwise, any day which is not a Saturday, a Sunday or a Public Holiday 
in England.
Business Phone Connection – the fixed line service into the Premises.
Caller Line Identification – the phone number of the person making a phone call.
Charges – Access Charges and Service Charges.
Commencement Date – the date on which we commence providing the Services, which shall be the earlier 
of: (i) the Activation Date; or (ii) the date on which we connect the Services or commence implementation of 
your order. Except for Target Spend Services, if you make further orders after the initial Commencement 
Date, the Commencement Date for the ordered Services shall be the date we begin to provide the order 
Services and/or Equipment to you.
Commercial Terms – the document headed ‘The Commercial Terms’, ‘service confirmation letter’ or 
‘Welcome Letter’ which details the commercial offer to you for the Services.
Confidential Information – information which would reasonably be regarded as confidential by a business 
person concerning the operations, business, services, know-how, suppliers, customers, or products of the 
Disclosing Party which is made available to the Receiving Party, whether before or after the 
Commencement Date. Our Confidential Information includes passwords, PINs and security information 
which are used to access the Services. 
Connection – a Vodafone SIM Card or fixed line connection that has been configured to attach to the 
Network, with a price plan or add-on associated with it so that an End User can use and be charged for 
Services supplied under the Commercial Terms.
Cooling-Off Period – the period within which the Customer may cancel Services as set out in section 7 of 
the Service Confirmation Booklet.
Customer, You, Your – the contracting Party set out in the initial Order Form or applicable Commercial Terms.
Customer Equipment – anything (including hardware, software, peripherals, cables and media) not 
supplied by us to you which you use in connection with the Services.
Early Termination Fee – the fee which is payable by the Customer pursuant to clause 8.2(a) of the General 
Terms where the Agreement terminates during the Minimum Term which shall be calculated either as set 
out in the Price Plan Guide for Vodafone Business Broadband and Phone which is available at   
vodafone.co.uk/businessbroadband, 
Effective Date – the date on which we accept the initial Order Form either by notifying you of our 
acceptance, connecting the Services or by commencing implementation of your order. 
End User – an individual end user of the Equipment and/or Services (who is your employee or contractor) 
under this Agreement.



Equipment – any tangible material, but not a SIM Card, which we supply to you or which is supplied to you 
by a third party on our behalf and/or which is connected to the Network on your behalf, such as a router, 
mobile phone, a connecting cable, a power supply, or a PC data card.
General Service Terms –service-related terms which apply to all Services as set out in this Agreement.
IP Address – the internet protocol address which we may issue in relation to Equipment.
Insolvency Event – an event where the other Party goes into liquidation, makes an arrangement with 
creditors, appoints a receiver or administrator, or has bankruptcy or insolvency proceedings brought 
against it; or suffers a similar event in any jurisdiction.
Minimum Term – the minimum term which you commit to receive a Service measured from the 
Commencement Date, as specified in the Order Form or applicable Commercial Terms.
Monthly Rental – the recurring monthly charge for line rental payable in advance.
Network – the telecommunication systems we use to provide the Services.
Order Form – the document setting out the agreed commercial terms relating to our provision of 
Equipment and/or Services, which incorporates the Commercial Terms, the Service Terms and the General          
Terms. In the absence of other documents, a ‘welcome letter’ or ‘service confirmation letter’ from us 
detailing your commercial terms may comprise an Order Form.
Party – Vodafone or the Customer, together ‘the Parties’.
Port – the transfer of a number that is connected to the Network under this Agreement to a different 
network provided by another supplier.
Premises – the address set out in the Order Form to which we provide the Services.
Price Plan Guide – a document which details out of bundle Charges and individual terms for a particular 
standard price plan, as updated from time to time. For more information and to download please visit 
vodafone.co.uk/businessbroadband.
Product Specific Service Terms – one or more schedules that set out terms and technical information 
which are specific to particular Services.
Returns Policy – Vodafone’s policy for the return of faulty Equipment set out in the Service Confirmation 
Booklet as updated from time to time and made available at vodafone.co.uk/businessbroadband.
Service(s) – the services provided by us pursuant to the Agreement.
Service Charge – all fees other than Access Charges which are payable by you for use of the Services 
including fees for Equipment, Software, Early Termination Fee, usage charges and any ‘one-off’ charges. 
Service Confirmation Booklet – the document titled ‘Your Guide to Vodafone Business Broadband and 
Phone’ which Vodafone makes available to you.
Service Terms - the General Service Terms and the Product Specific Service Terms.
SIM Card(s) – a subscriber identity module card which is an integrated circuit storing user specific data to 
allow use of Equipment on the Network.
Simple Setup Guide – booklet which accompanies your Vodafone Broadband router. 
Software – a machine executable computer programme, software module or software package or any  
part thereof (in object code only), supplied by us or our licensors to you irrespective of how it is stored  
or executed.
Software Licence – the terms and conditions that prescribe: how you shall use the Software, the rights of 
the Software owner and/or licensor, and the rights of the Software end user, in relation to such Software, 
which may be provided as a ‘click-through’ or ‘shrink-wrap’ licence.
Standard List Price – our standard unsubsidised Charges for Services and Equipment as we notify to you 
and/or as made available on request by us (as amended by us from time to time).
Target Spend – the amount of money specified in the Commercial Terms for a particular Service  
(where applicable).
Third-Party Services – those Services provided by third parties which are charged in addition to your 
inclusive price plan allowance. Third-party services may include premium rate services, content services, 
calls to non-geographic numbers, calls to call forwarding numbers, using Customer Equipment or 
Equipment abroad, or making calls and sending texts to a country outside the UK.
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UK – England, Wales, Scotland, Northern Ireland and adjacent islands (e.g. Isle of Wight) but excluding the 
Channel Islands and the Isle of Man.
Vodafone, We, Us, Our – Vodafone Limited, registered number 01474587, and registered office Vodafone 
House, The Connection, Newbury, Berkshire RG14 2FN.
Vodafone Business Broadband Service – comprising network access to the internet, phone support and 
the other applications and features as detailed in your chosen package set out in your Order Form or such 
package as you request from time to time and as described at the Website.
Vodafone Business Phone Service – comprising line rental providing access to the public 
telecommunications network, and the calls and features as detailed in your chosen package set out in your 
order form or such package as you request from time to time.
Vodafone Group – Vodafone Group Plc, Vodafone and any company in which Vodafone Group Plc owns 
(directly or indirectly) 15% or more of the issued share capital, and any partner market listed on the investor 
relations page at vodafone.com.
Website – vodafone.co.uk or any such other website or URL which we may notify to you from time to time.
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Copyright © 2018 Vodafone Limited. All rights reserved to Vodafone or third-party licensors and materials may not be used in 
any way or copied in whole or part without prior written permission of Vodafone Limited. Vodafone and the Vodafone logo are 
trademarks of Vodafone Group Plc or its associated companies. 

Charges exclude VAT which shall be charged at the standard rate. Charges may be subject to change in accordance with the 
terms of the Agreement.O
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