
Introduction 

This policy sets out how we handle faults on our telephone and broadband services. It is the same 
document which our Support Team uses to diagnose and fix faults. 

Nothing we’ve written here is contractual. When we supply our services and equipment to you, 
our terms and conditions apply. 

How do I report an issue? 

In order for us to start working on your issue straight away, it’s important that you let us know as 
soon as possible if you experience any problems. You can report an issue by sending us an email 
to 017045service@adaptivecomms.co.uk, calling us on 01704 540547. We’ll probably need to run 
through some tests with you, so please make sure you’re by your router if you call. 

We’ve provided a list of questions that we might ask you on the call below. 

Help, my broadband isn’t working! 

What kind of issue are you having? 

The support team will ask you about the cabling set up at your business and may ask you to 
complete a broadband service speed test through different connections to your router, so please 
have a PC or laptop turned on and ensure that you are in front of the router. 

Is it something AdaptiveComms can fix remotely? 

In most cases – yes! Our support team will work to resolve the problem there and then, but if we 
cannot resolve something over the phone with you we will send you updates via e-mails and calls, 
depending on the problem. We work hard to make sure we do everything we can to get you back 
online as soon as possible so if you have been promised a call back, please be patient as it can take 
us some time to fix your problem once we know about it. 

Is this something that you can fix? 

We sometimes need your help to fix faults. In these cases, our support team may ask you to connect 
to your router with a PC or laptop and work through fixing it with you over the phone. We will 
always walk you through this process step-by-step so please have your laptop turned on and ready 
before calling us. 

Do you need a new router or an engineer visit? 

Let us decide. We will work through the best option for your problem. In most cases an engineer 
visit to your property is not necessary, but if it is this may be chargeable. To help avoid any 
unnecessary charges, we need to make sure that the fault is not related to something that we can fix 
remotely. The support team may ask you to check your service with a landline telephone. You will 
need a landline telephone to do this which is not something that AdaptiveComms are able to supply 
as part of our service or support. 
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Not the account holder? 

No problem! We work with a number of different customers and understand that you might not be 
the person paying the bill even if you are the person using our service. In such cases we will ask a 
series of additional security questions to make sure you are who you say before we start helping 
you. We make sure that these questions are ones you can answer without being the account holder. 

If the fault is not with the network we aim to fix all of our faults within 5 workings days and most 
issues are fixed much sooner than this. 

Engineer Visits 

Examples of where charges would apply are listed below, there will be other circumstances where 
charges would apply: If AdaptiveComms have been unable to fix a problem with you over the phone, 
we may then require intervention from an engineer. Please be advised that this does carry the risk of 
charges. 

• If the fault is with internal wiring or equipment which includes the BT telephone socket and faceplate of 
the BT telephone socket. 

• If the fault is a result of accidental or deliberate damage on the part of the customer. 
• If the fault is with AdaptiveComms supplied hardware which includes the router and cabling we supply. 
• If the fault is a result of third party equipment we have not supplied, such as a non-standard telephone 

socket, extension sockets, DSL or telephone line extension cables. 
• If the fault is with equipment connected to our router such as an alarm or faulty telephone. 
• If no fault is found. [We will never send an engineer unless we believe this is absolutely necessary but in 

some cases we are provided with incorrect or inaccurate information that may lead us to believe an 
engineer is required when this is not the case] 

• If an engineer is responding at a prearranged date and timeslot and is unable to gain access to some or all 
of the areas of the property that are required in order to investigate the fault. 

• If an engineer has to leave without completing the job because they were unable to gain access to part of 
their network located on private property such as a locked riser or an internal Distribution Point. 

Charges would not apply in the following circumstances: 

• If the engineer correctly identifies a fault on the network that they are responsible for maintaining. 
• If the engineer attends site but cannot complete the work on the day due to time constraints or if 

additional equipment is required to complete the job. 
• If AdaptiveComms receive an appointment cancellation request at least 2 working days before the 

appointment has been booked. 

The engineers we send are qualified support engineers. 

Replacement Routers 

If our Support Team determines that you could have a faulty router, we will send you a replacement 
router if the faulty router is under 12 months old. This will be free of charge so long as your old 
router has not been damaged in any way. If the router is over 12 months old or if you have damaged 
the router, then you will be charged for the replacement at current market rate plus p&p and a £15 
admin fee.  



Please send your faulty router back to us within 14 days. If we do not receive this, there will be 
charge for the cost of a replacement at current market rate plus p&p and a £15 admin fee. We 
recommend that you send your router back to us via recorded delivery or other tracked courier so 
you can track its return, no liability is accepted by us for any goods lost in transit.  

Faulty routers should be returned to: 

AdaptiveComms, 11b Hoghton Street, Southport, PR9 0NS 
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