
New Customer Guide

What Happens Now Your Full Fibre Broadband or Leased 
Line Has Been Ordered?
We'll keep you up to date via email every step of the way. Below is the typical order of events, plus 
a quick checklist so the survey and installation days run smoothly.

Your Broadband Installation Timeline:

1. Survey Booked

Within 2 working days we 
will receive a survey date 

from the Network. This 
typically takes place within 

14 days of placing your 
order.

2.  Survey Day

Engineers visit your site to 
plan the route from 

outside all the way to 
where you want the fibre 
point terminated in the

premises

3. After The Survey 

The survey results are fed 
back and an install date is 
assigned. Typically within 

14-21 days from that point 
providing no additional 

works are needed

4. Civils Works

If blockages are found in 
existing local fibre 

infrastructure your order 
will be passed to the civils 
team. This can delay the 

process.

5. Fibre Installation

Engineers pull the fibre 
cabled to the termination 
point that was pre-agreed 
on your survey. 24 Hours 
later the line is classed as 

configured.

6. Router Installation

The survey results are fed 
back and an install date is 
assigned. Typically within 

14-21 days from that point 
providing no additional 

works are needed

Missed Appointment Fee's:
Prior to a survey taking place you're free to cancel without charge, as long as the cancellation is 
sent to us via email 72 hours in advance. 

We're tied to the networks demands and do not add any additional charges on top of what is 
charged to us. Depending on the network you could face a charge of up to £250+VAT for a missed 
survey and/or installation. We do not want this to happen to our valued customers so please 
ensure you're making us aware of any changes at least 72 hours in advance of an appointment.
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Quick Checklist To Avoid Delays
- Confirm where you want the ONT fitted (Ideally near/in your comms cabinet or where your other 

router will live
- Make sure if you're unavailable that your staff or on-site contact are fully aware of your plan to 

avoid any confusion or missed appointments
- If you're keeping your phone numbers, keep all of your services with your current supplier active 

until we tell you, that it is safe to terminate them. Terminating your current contract early could 
result in us being unable to retrieve your number

Power & Placement (Important)

You will need two plug sockets available and
they will both need to be next to each other.

One plug socket is for the Router

The ONT (Fibre Box) will also need a plug

Existing Infrastructure & Internal Networking (Switches, CCTV etc)
We’ll do everything we reasonably can to make your changeover seamless. Within reason, we’ll help migrate 
your existing internal IT services during installation, including common setups like network switches, 
CCTV/NVRs, Wi-Fi access points, card machines, and other connected equipment.

That being said some environments are more complex and may need planning beyond a standard install. To 
avoid issues on the day:

Have a rough idea of what
currently connects to your

router (Switches, CCTV, 
alarms, servers, access 

points, etc).

If you use managed 
switches, VLANs, static IPs, 
VPNs, custom firewall rules, 

or CCTV, remote access, 
please flag this in advance. 

If you're unsure about any 
equipment, contact us 

before installation and we'll 
advise. Photos and a short 

description are perfect.


