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Summary of Terms and Conditions for Broadband for Surrey Hills Ltd 

(B4SH) Broadband Services  
  

This contract summary provides the main elements of this service offer as required by EU law1. It helps 

to make a comparison between service offers between other providers.  

  

Complete information about the service is provided on our website at 

https://b4sh.org.uk/documents or below if you are reading this in printed form. It is important that 

you read the full terms of your agreement before you sign up.  
  

Services and Equipment  
B4SH provides fixed internet access with unlimited data for a fixed monthly price. We'll exercise 

reasonable care and skill in providing the broadband services to you. We'll do what we can to make 

the service available at all times and fault-free, but we can't promise that it always will be. 

Unfortunately, we are not able to provide services to all parts of the UK, and our services can be 

affected by external factors.  

Full details of this can be found at paragraph 4 of the terms and conditions. 

  

Speeds of the internet service and remedies  
The normally available speed at the point of entry to the property is 920mbps upload and download. 

Performance within any property will vary depending on the method of connection within the 

property and customer equipment.  

  

In the event of a continuous or regularly recurring discrepancy between the actual performance of 

our service regarding speed or other quality of service parameters specified within the Agreement 

and if the breach cannot be remedied within 4 weeks of us being notified in writing of the same, then 

you may terminate the Agreement before the minimum term expires by giving 10 days’ notice in 

writing and you will not be liable for the charges we would otherwise charge for early termination of 

the contract.  
 

What we expect of you 
We want you to get the most from the broadband we provide. We do however expect you to use the 

broadband services responsibly and we have the ability to end the agreement if you do not adhere 

to the terms and conditions. 

Full details of the grounds on which we can terminate the agreement can be found in paragraph 10 

of the terms and conditions.  

  

 

1 Article 102(3) of Directive (EU) 2018/1972 of the European Parliament and of the Council of 11 

December 2018 establishing the European Electronic Communications Code (OJ L 321, 17.12.2018, 

p. 36).]  
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Price  
Subscription charges are payable to us on a recurring monthly basis, £45 for residential and micro 

businesses, £90 for SME’s, enterprises as per quote. Customers with existing contracts up to 24 months 

can apply for SNOW tariff at £10 per month for months 13 to 23 and £5 per month for months 1-12 then 

moving to the standard tariff rates. Charges are priced inclusive of VAT. There is a one-off connection 

charge of £150 although it is waived for customers who apply for a Gigabit Voucher. If any amount 

remains overdue for more than 7 days after the date on which we notify you that an amount is 

overdue, then we reserve the right to suspend and/or terminate the provision of the broadband 

services.  

 
You will be given the option of running any ducts that may be required to run from the edge of their 

premises to the point of connection or ask us to quote for the work. If you accept our quote, this 

costs will need to be paid separately. 

Full details of the charges in relation to the broadband services are at paragraph 6 of the terms and 

conditions. 

 

Duration, renewal and termination  
For customers with a Gigabit Voucher, the minimum length of the contract for service is 12 months (the 

minimum term under the Gigabit Voucher Scheme1), whereafter the contract renews on a monthly 

basis. For customers without a Gigabit Voucher, the minimum length of the contract for service is one 

month, whereafter the contract renews on a monthly basis. Customers can terminate the agreement 

by giving us at least one month’s notice in writing. Your contract with us commences when your service 

goes live.   

Full details for how to terminate the broadband service and the charges will be applicable for early 

termination are at paragraph 10 of the terms and conditions. 

  

Features for end-users with disabilities  
We will use all reasonable endeavours to respond to requests from end users with disabilities 

appropriately.  

  

How we use your information 
Our privacy policy, which forms part of your agreement, sets out our use of your personal information, 

including details of the parties with whom we may share your personal information.  

 

Cooling off period 
If you are an individual customer, you have the ability to cancel your order of the broadband services 

at an extra charge within 7 days of the date on which we notify you of the agreed installation date. 

 

 

1 https://gigabitvoucher.culture.gov.uk/  
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Broadband for Surrey Hills Ltd (B4SH)  
  

Terms and Conditions for the provision of Broadband Services  
  

The Services (as defined below) are offered to you by Broadband for Surrey Hills Ltd  
  

Broadband for Surrey Hills Ltd (B4SH)  

Unit 7, Weston Yard, Albury, Surrey, GU5 9AF 

Tel: 01483 347437  

  

Email: info@b4sh.org.uk  

  

In order to receive the Services you must first read and accept the terms and conditions set 

out below ("the Terms and Conditions") which govern the provision of the Services to you.  

  

1. Definitions   
"Commencement Date" means the date on which the Services are first provided to you  

"Installation Date" means the date agreed for installation of the Services;  

"Our Staff" means our employees, volunteers, consultants and contractors, with whom we 

have a contractual relationship and will be supporting the Services;  

"Premises" means the premises to which the Services are to be provided under the 

Agreement. "Services" means the broadband services through which you may gain high 

speed access to the internet via a telecommunications network together with the services 

and facilities provided by us in connection with such internet access service [as specified in 

more detail in your order form];  

"Security Details" means any and all user names, passwords, keys, electronic signatures and 

any other devices or information in whatever form and on whatever media supplied to allow 

you to access the Services;  

"Website" means the internet site which can be found at www.b4sh.org.uk  

"We, Us and Our" means Broadband for Surrey Hills Ltd  

"You, Your" means the individual or business (being an incorporated or unincorporated entity) 

whose details are entered on the signed order form.  

  

2. The Agreement  
2.1. Your agreement with us ("the Agreement") consists of:  

2.1.1. the Terms and Conditions;  

2.1.2. your signed contract; and  

2.1.3. the privacy policy set out below ("the Privacy Policy")  

2.2. The Agreement will commence on the Commencement Date and will continue for 

12 months, or for the period specified in the order form and will continue after this 

period until terminated by you or us in accordance with paragraph 10 below.  
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3. How to register for our services  
3.1. To register for the Services as an individual, you must be at least 18 years of age and 

resident in the UK.  

3.2. You confirm that all information provided to us, including the information in the 

registration form, is absolutely true, complete and accurate. If any facts or 

information provided to us become inaccurate then you will tell us immediately of 

the changes.  

3.3. You confirm that there are no facts or circumstances which have not been disclosed 

to us which would affect our decision to provide the Services to you.  

  

4. What you can expect from us  
4.1. We will provide the Services subject to the Terms and Conditions. We'll exercise 

reasonable care and skill in providing the Services to you. We'll do what we can to 

make the Services available at all times and fault-free, but we can't promise that it 

always will be.  

4.2. We endeavour to provide the Services to you at the access rate you choose.  

4.3. We will use our reasonable endeavours to begin providing the Services on any date 

agreed with you, but we will not be liable for any failure to meet such a date.  

4.4. We will provide the Services to our main external equipment which shall be 

connected to a router provided by us in your Premises. In the case of business 

customers, we will provide the Services to a central location suitable for connection 

to your network and systems.  

4.5. We may suspend the Services temporarily without notice in an emergency or in order 

to improve, maintain or repair the Services or our network or for other operational 

reasons. We will try, but cannot guarantee, to keep you informed and to keep 

interruptions to a minimum.  

4.6. We cannot guarantee that the Services will be uninterrupted or error free. If a fault 

occurs, you should report it by phone, email or in writing using the contact details set 

out on the support page on our Website and we will try to rectify the fault. In most 

circumstances this will be unnecessary as we constantly monitor the infrastructure.  

4.7. If you move address within the B4SH coverage area and request it, we will try to 

relocate your equipment to allow you to continue to receive your subscribed 

Services. We may be unable to provide this service, or there may be a charge for 

such relocation. If such relocation is impossible and you are still within your contract 

term, you shall still be required to make any appropriate payments, even if you are 

not receiving the Services. If we are unable to provide the Services at your new 

location, with our prior written consent, you may assign the Agreement to the new 

occupier of the premises you are vacating. We will not unreasonably withhold our 

consent under this paragraph.  

4.8. You acknowledge that we will not be responsible for any sites, content, goods or 

services offered or made available on the internet provided by us or any other third 

parties nor for any computer viruses, cookies or anything similar transmitted to you via 

the Services by such third party sites or otherwise through our provision of the Services.  
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4.9. We will not be responsible for the content of newsgroup or chat areas. By entering 

these areas, you accept this and agree to waive any claims against us for any distress, 

injury, loss, liability, damage and expense arising from or in connection with your use 

of these areas and their contents. You agree to indemnify us against any claims 

arising from your use of the areas or any content of the areas which you post or 

create.  

4.10. We do not monitor the Services. However, we reserve the right to do so and to review 

the contents of any communication sent or received using the Services and to review 

the contents of any material accessed whilst using the Services. We reserve the right 

at all times to disclose any information or material we deem necessary in connection 

with any applicable law, regulation, legal process or governmental request, or to edit, 

refuse to post or to remove any information or material, in whole or in part, as required 

by law.  

  

5. What we expect of you  
5.1. You agree that you and other people using the Services via your account will use the 

Services in accordance with the Terms and Conditions, and without limitation you 

agree that:  

5.1.1. Except as permitted by paragraph 4.7 or unless expressly provided for under a 

formal contract arrangement with B4SH, you may not resell, transfer, assign or 

sublicense them or any part of them to any other person.  

Instances where this occurs will result in immediate termination by us.  

5.1.2. You must ensure that you have computer equipment of an appropriate 

specification and configuration to receive the Services. Further information about 

minimum system requirements and supported devices can be found in your 

Welcome Pack.  

5.1.3. You must ensure that any machines or personal computers used by you to 

access the Services do not have an adverse effect on our systems, those of our 

suppliers or on network traffic generally. You must use the Services in a manner 

consistent with all applicable laws and regulations which may apply to your use 

of the Services.  

5.1.4. You must ensure that any computers, systems or networks that utilise the Services 

are configured in such a way that does not give a third party the capability to 

use the Services in an illegal or inappropriate manner. You should, amongst other 

things, run a firewall and up-to-date antivirus software and ensure that your 

operating system is kept fully up to date with the latest security patches.  

5.1.5. You must not use the Services in any way that would, in our reasonable opinion, 

materially affect the use of or access to the internet of any other person. This 

includes, but is not limited to, "denial of service" ("DOS") and "distributed denial of 

service" ("DDOS") attacks against another network or individual user. DOS and 

DDOS attacks will result in immediate termination of the Services.  

5.1.6. Any attempt, whether successful or not, to gain access to or retrieve data from 

any computer system without authorisation from its maintainer or owner will lead 
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to immediate termination of the Services and possibly to prosecution. This applies 

to, amongst other things, vulnerability probes and intentional distribution of 

"Trojan horse" programs, viruses and worms, as well as making use of systems 

compromised by third parties.  

5.1.7. Use of the Services to transmit any unsolicited commercial or unsolicited bulk 

email ("Spam") is expressly prohibited. We have a zero tolerance policy for Spam. 

The sending of Spam will result in immediate termination of the Services.  

5.1.8. Intentional distribution of software that attempts to and/or causes damage, 

harassment, or annoyance to persons, data, and/or computer systems is 

prohibited. This will result in immediate termination of the Services.  

5.1.9. Adding, removing or modifying identifying network header information in an 

effort to deceive or mislead is prohibited. Attempting to impersonate any person 

by using forged headers or other identifying information will result in termination 

of the Services.  

5.1.10. You agree to sign any agreement reasonably required by the owner of the 

copyright in any software which we provide to you to enable you to use the 

Services. Unless permitted by law, you must not modify or copy such software or 

any accompanying manuals and documentation or use it for any purpose other 

than to access the Services.  

5.1.11. Our Staff have your permission on reasonable notice to carry out any works on 

the Premises for, or in connection with, the installation, maintenance, adjustment, 

repair or alteration of the Services.  

5.1.12. You will obtain all necessary consents (including consents for alterations to 

buildings, if applicable), provide any electricity and connection points required 

by us or by any of our Staff and provide a suitable, safe and appropriate working 

environment where our Staff need to carry out any work set out in paragraph 

5.1.11 above.  

5.2. Unless a specific order expressly states otherwise, all equipment that is required to 

provide the broadband signal to your computer network or router will remain the 

ownership of B4SH. We can supply you with a suitable replacement router at cost. 

You should take reasonable care of the equipment and use it in accordance with 

any instructions, safety and security procedures applicable to the equipment. You 

must not remove any of B4SH's equipment and you should take reasonable care of 

the equipment at your property and inform B4SH if you become aware of any 

circumstances that put the equipment at risk.  

5.3. You must not use the Services:  

5.3.1. in any way that does not comply with any licences applicable to you or is 

unlawful or fraudulent or has any unlawful purpose or effect; or  

5.3.2. in connection with the carrying out of a fraud or criminal offence; or  

5.3.3. to disseminate or otherwise distribute, knowingly receive, upload, download, use 

or reuse any information or material which is inappropriate, profane, abusive, 

indecent, defamatory, obscene or menacing, or in breach of any copyright, 

privacy or any other rights; or  
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5.3.4. in any way which infringes any third party's intellectual property rights; or  

5.3.5. in a way that does not comply with these Terms and Conditions.  

5.4. You will be responsible for any losses, expenses or other costs incurred by us that are 

caused by your breach of paragraphs 5.1, 5.2 and/or 5.3.  

5.5. On all service subscriptions we operate a "fair usage" policy. Within this policy your 

connection can be used by you in any way that you see fit and is compliant with 

appropriate legislation. We do not impose download limits, although in extraordinary 

circumstances where download volumes are, in our opinion, excessive in comparison 

to the average use of the network we may speak to you about your usage with a 

view to establishing the best course of action.  

  

6. Payment  
6.1. You agree to pay us the applicable charges for the Services to which you subscribe. 

Such charges are as set out on the Website or as otherwise notified by us to you (the 

"Fees"). We reserve the right to change the Fees at any time on giving you not less 

than 28 days' notice. The amended Fees will apply on expiry of this 28 day period. We 

will not increase the Fees more than once in every 12 calendar months.   

You can end the Agreement without having to pay termination charges if we 

increase your monthly charges by more than the Retail Price Index (RPI) annual 

inflation rate at the date we calculate the applicable price increase.  

6.2. Once we have received your order form and service has commenced, all necessary 

documentation should be completed to allow this payment to be made immediately 

the services have been installed. If the installation pack charge is payable directly by 

you then payment becomes due from you as specified in your order form.  

6.3. We will accept payment for the installation and first month’s charges by bank transfer 

and thereafter by direct debit.  

6.4. We will bill you each month in advance for the Services starting on the 

Commencement Date at the applicable tariff. Unless otherwise agreed with us, you 

agree to set up a monthly Direct Debit with your bank in order to pay for the monthly 

tariff.  

6.5. If any amount owing under the Agreement is overdue at any time we will notify you 

in writing. If any amount remains overdue for more than 7 days after the date on 

which we notify you that an amount is overdue, then we reserve the right to suspend 

and/or terminate the provision of the Services.  

6.6. If we suffer any charges from our bank in respect of non-payment by you we reserve 

the right to pass these charges on to you. We will notify you if we incur such charges 

as a result of your non-payment and let you have a breakdown of these.  

6.7. You may be required to pay a reconnection charge if you wish to be reconnected 

following a suspension of the Services in accordance with paragraph 6.5.  

6.8. Moving the equipment installed at the Premises cannot be conducted by anyone 

other than our Staff. A charge may be made if this is at your request.  

6.9. If you require a name change on your account we will conduct this change without 

charge, unless there is a good reason why this should not be the case.  
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7. Security and confidentiality  
7.1. In order to enable you to use the Services, we will provide you with Security Details. 

You will be responsible for maintaining the confidentiality and security of the Security 

Details.  

7.2. You will immediately notify us if any of the Security Details:  

7.2.1. have been disclosed to an unauthorised person or are or may be used in an 

unauthorised way (or if you suspect or have reason to suspect that this may occur 

or have occurred); and/or  

7.2.2. have been lost or stolen.  

7.3. We may suspend the Services if at any time we think that there is, or is likely to be, a 

breach of your Security Details and require you to change any password.  

7.4. You will be responsible for all actions undertaken by anyone else using any of your 

Security Details unless you have given notice to us at the first possible opportunity 

upon becoming aware of the events listed in paragraph 7.2 above as the case may 

be. We may suspend the Services and you will fully indemnify us from all losses resulting 

from such actions.  

7.5. You accept that we cannot guarantee the security of the Services and we do not 

guarantee the prevention or detection of any unauthorised attempts to access the 

Services.  

7.6. You agree to keep in confidence any information (whether written or oral) of a 

confidential nature (including software and manuals) obtained under or in 

connection with this Agreement and will only use such information in order to receive 

the Services.  

  

8. Personal data  
8.1. We will comply with our obligations under the Data Protection Act 2018 and any other 

applicable data protection legislation.  

8.2. By registering for the Services you consent to our using your personal data for the 

following purposes:  

8.2.1. the provision of the Services to you;  

8.2.2. the management of our network and other technical maintenance;  

8.2.3. the operation and enforcement of these Terms and Conditions;  

8.2.4. the maintenance of records for a reasonable period of time following 

termination of the Agreement; and  

8.2.5. the provision to you of information about other services we may offer unless you 

advise us that you do not wish to receive such information.  

8.3. It is your responsibility to keep the personal data which you provide to us up to date. 

We may send notices or other information to you at the address you have provided 

to us. You should notify us immediately of any change to your personal data.  

8.4. We will disclose personal data to comply with all applicable laws and lawful requests 

by the appropriate authorities.  
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8.5. Third party sites that you can access from our website are not covered by our privacy 

policy and we accept no responsibility or liability for use of personal data by operators 

of these sites.  

8.6. A copy of the Privacy Policy can be found at the end of the Terms and Conditions.  

  

9. What we are liable for  
9.1. Nothing in the Agreement shall restrict or exclude our liability for fraud, death or 

personal injury caused by defects in the Services or our negligence or that of our 

employees acting within the course of their employment and within the scope of their 

authority.  

9.2. We will not be liable in contract, tort (including negligence) or otherwise for any 

damages for any direct or indirect loss of profits, business or anticipated savings, nor 

for any indirect or consequential loss nor for any damage or destruction of data 

however arising from the use of, or inability to use, the Services, or from any action or 

omission taken as a result of using the Services.  

9.3. Subject to paragraphs 9.1 and 9.2 our aggregate liability to you in contract, tort 

(including negligence) or otherwise and arising out of, or in connection with, this 

Agreement and/or the provision of the Services shall be limited to £250.  

9.4. The information on the Website is updated from time to time. However, so far as 

permitted by law we exclude all responsibility as to the quality, accuracy, efficacy, 

completeness, performance, fitness for a particular purpose of the Services or any of 

the contents of the Website.  

9.5. You agree to indemnify us against all costs, claims, losses and expenses (including 

indirect and consequential losses) howsoever arising, from any claim brought against 

us by any third party relating to any breach by you of your obligations under the Terms 

and Conditions.  

9.6. We will not be liable to you for any breach of any of our obligations under these Terms 

and Conditions or the Privacy Policy where the breach is caused by an event that is 

outside of our control including, but not limited to, acts of God, insurrection or civil 

disorder, war or military operations, national or local emergency, acts or omissions of 

local or central government, highway authority or other competent authority, 

industrial disputes of any kind (whether including us or not), fire, lightning, explosion, 

flood, subsidence, inclement weather, unavailability of third party 

telecommunications networks or any other cause beyond our reasonable control.  

  

  

10. Termination and suspension  
10.1. If you are an individual, you may cancel your order within 7 days of the date on 

which we notify you of the agreed installation date ("the Cooling Off Period”) by 

giving us notice in writing to be received by us no later than the 7th day after the 

receipt by you of such notification. If you cancel your order within the Cooling Off 

Period you will not be charged for any part of the Services, but if we have supplied 
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you with equipment you must return it to us. The Cooling Off Period is not applicable 

to business customers.  

10.2. After the Commencement Date this Agreement may be terminated in accordance 

with the terms set out in this Agreement. After the Commencement Date the 

cancellation provisions of the Consumer Protection (Distance Selling) Regulations 

2000 ("the Distance Selling Regulations") will no longer apply to the Services.  

 10.3.  We may terminate this Agreement at any time on notice if:  

10.3.1. we are directed by any legal entity to cease the provision of the Services or 

any part of them; or   

10.3.2. you are in breach of any of the Terms and Conditions.  

10.4. Unless otherwise specified in the Agreement, either you or we may terminate this 

Agreement on giving not less than 10 days’ notice to the other; such notice not to 

expire before the end of the first 12 months.  

10.5. You may terminate the Agreement with respect to the Services 12 months after the 

Commencement Date. If you do terminate you agree to pay us all the costs that we 

have incurred in setting up that have not been paid to date and any cost of us 

ceasing to provide the Services to you. This will include, amongst other things, a de-

installation charge together with a charge for the unexpired portion of the monthly 

tariff to the end of the agreed term.  

10.6. On termination of the Agreement you agree to cease using the Services 

immediately and to pay any monies which remain outstanding. On termination your 

right to use the Services ceases immediately. We will collect all equipment and you 

agree to cooperate with us in connection with the same.  

10.7. If the Services consistently fall below the standards set out in the Agreement (in 

particular in relation to download speeds) and the breach cannot be remedied 

within 4 weeks of us being notified in writing of the same, then you may terminate the 

Agreement before the minimum term expires by giving 10 days’ notice in writing and 

you will not be liable for the charges referred to in paragraph 10.5.  

  

11. General  
11.1. All intellectual property rights in or relating to the Services belong to us, or have been 

licensed to us. You are only permitted to use these intellectual property rights as 

provided in these Terms and Conditions and in order to receive the Services. You 

agree not to use our name, logo, trade mark or any other intellectual property rights 

without our prior written consent.  

11.2. We may change the Terms and Conditions at any time by written notice or email 

prior to the change becoming effective. You will be deemed to have accepted any 

such changes by your continued use of the Services. Changes to Fees are covered 

by paragraph 6.1 of the Terms and Conditions.  

11.3. We may assign, subcontract or otherwise deal with our rights or obligations under 

this Agreement without giving you any notice beforehand. You may not assign, 

subcontract, sell or otherwise transfer your rights or obligations under this Agreement 

without our express written consent.  
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11.4. Any notice or communication required to be sent pursuant under the Terms and 

Conditions should be sent to us at B4SH Limited, Registered Office: see above Tel: 

01483 347437 Email: info@b4sh.org.uk or to you at the address indicated in the 

registration form.  

11.5. No waiver by us of any breach of the Terms and Conditions will be considered as a 

waiver of any subsequent breach of the same or any other provision.  

11.6. If any provision of the Terms and Conditions is held by any competent authority to 

be invalid or unenforceable in whole or in part, the validity of the other provisions of 

these Terms and Conditions, and the remainder of the provision in question, will not 

be affected.  

11.7. Except as expressly stated in these Terms and Conditions, no person who is not a 

party to the Contract will derive any benefit from it, whether by virtue of the Contracts 

(Rights of Third Parties) Act 1999 or otherwise.  

11.8. The Agreement will be governed and construed in accordance with the laws of 

England and Wales and you agree to irrevocably submit to the exclusive jurisdiction 

of the English and Welsh Courts.  

11.9. The Agreement sets out the entire agreement between us relating to the provision 

of the Services to you and supersedes any and all previous agreements and 

understandings between us in respect of such provision.  
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B4SH Privacy Policy  

  

Our privacy policy explains how we collect, use, share and protect your personal information. 

If we update this policy, we will post any changes on our website so that you’ll always know 

how your personal information is being used or shared.  

  

1) How we’re collecting your personal information  
a) We collect your personal information when you: buy a product or service from us; 

register for a specific product or service; subscribe to newsletters, alerts or other 

services from us; ask us for more information about a product or service or contact us 

with a question or complaint; respond to a competition, prize draw or survey; use our 

network and other B4SH products or services.  

b) We may also collect information about you from other organisations if this is 

appropriate, including fraud prevention agencies, business directories and credit 

reference agencies.  

c) We may use cookies (small text files stored in your browser) and other techniques, 

including, but not limited to, web beacons (small, clear picture files used to follow your 

movements on our website), to collect information about how you use our websites, 

and web-related products and services. This allows us to customise our website for you 

so that it is relevant to your interests and needs. We may use a cookie that stays linked 

to your browser to record your details so that we can recognise you if you visit our 

website again. (See Section 3 on ‘Using your personal information’ for more details on 

how we use information we collect using these cookies.) You can choose to refuse 

cookies or you can set your browser to let you know each time that a website tries to 

set a cookie. For more information about cookies (including information on how to 

turn them off) please visit www.allaboutcookies.org  

  

2) What personal information we’re collecting  
a) The information we collect about you will depend on the B4SH products and services 

you use and subscribe to. The information we collect includes, but is not limited to, the 

following: your name, address, phone number, date of birth and email address; credit 

or debit card information; information about your bank account number and sort 

code or other banking information; your contact with us, such as: a note or recording 

of a call you make to one of our contact centres; an email or letter you send to us; 

and other records of any contact you have with us; your account information, such 

as: dates of payment owed and received; the subscription services you use; and any 

other information to do with your account.  

b) We will also collect information about how you use our products and services, such as: 

the level of service you receive (for example network faults and other network events 

which may affect our network services); your website browsing information (which 

includes information about the websites you visit and information about your browsing 

and how you use our website whether through your mobile or a PC); and the date, 
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time and length of your internet browsing and your approximate location at the time 

of browsing.  

  

3) Using your personal information  
a) We may use and analyse your information to: process the goods and services that you 

have bought from us and keep you updated with the progress of your order; keep you 

informed generally about new products and services (unless you indicate you do not 

want to receive our marketing messages); provide the relevant service or product to 

you; contact you with offers or promotions based on how you use our products and 

services; bill you for using our products or services or to take the appropriate amount 

of credit from you; respond to any questions or concerns that you may have about 

using our network, products or services; protect our network and to manage the 

volume use of our network (for example, we identify peak periods of use so that we 

can try and make sure that the network can handle the volume at those times); 

understand how our different customers use our network, products and services so we 

can develop more interesting and relevant products and services for our customers, 

as well as personalise the products and services we offer you; carry out research and 

statistical analysis and monitor customer use of our network, products and services on 

an anonymous or personalised basis; and prevent and detect fraud or other crimes 

and recover debts or trace those who owe us money.  

b) We will store your information for as long as we have to by law. If there is no legal 

requirement, we will only store your information for as long as we need it.  

  

4) Sharing your personal information  
a) We may share information about you with: partners or agents who are involved in 

delivering the products and services you have ordered or used; credit reference 

agencies, fraud prevention agencies, business scoring agencies or other credit 

scoring agencies; debt collection agencies or other debt recovery organisations; or 

law enforcement agencies, regulatory organisations, courts or other public authorities 

if we have to or are authorised to by law.  

b) We will release information if it is reasonable for the purpose of protecting us against 

fraud, defending our rights or property or to protect the interests of our customers.  

c) If we are reorganised or are sold to another organisation, we may transfer any 

personal information we hold about you to that organisation.  

  

5) Security  
a) We have access to specialised security teams who are constantly reviewing and 

improving our measures to protect your personal information from unauthorised 

access, accidental loss or destruction.  

b) If we have a contract with another organisation to provide a service on our behalf, 

we will make sure they have appropriate security measures and only process your 

information as we have authorised. Those organisations will not be entitled to use your 
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personal information for their own purposes. If necessary, our security teams check 

these organisations to make sure that they are meeting the security requirements we 

have set.  

c) Communications over the internet, such as emails, are not secure unless they have 

been encrypted. Your communications may go through a number of countries before 

being delivered; this is the nature of the internet. We cannot accept responsibility for 

any unauthorised access or loss of personal information that is beyond our control.  

  

6) Your privacy rights  
a) You can write to us at any time to get a copy of the personal information we hold 

about you. We will charge you £10 to cover the cost of providing this information.  

b) If you believe we are holding inaccurate information about you, please contact our 

customer services team so we can correct it.  
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