supanet

Code of Practice
1. Introduction

This code provides information on how to contact Supanet, where to find
information on Supanet services and what to do if you wish to make a
complaint. We will ensure that the Code of Practice is kept up to date and
relevant.

The aim of this Code is to give you clear and relevant information. It does not
affect your statutory rights, nor does it form part of your contract with us.

2. About Supanet

Supanet offers a range of narrowband and broadband internet access,
hosting, antivirus and telco products in addition to interactive portal services
including message boards, webmail and chat. The Supanet website can be
found at www.supanet.com.

Supanet has been in operation since 1998 and now has over 1.5 million
registered customers. Our head office is near Burnley, Lancashire, at the
following address:

Supanet Ltd

Indigo House
Blackburn Road
Simonstone

Burnley

Lancashire BB12 7NQ

Tel: 01282 681 000
Fax: 01282 681 001

3. Contact details

Full contact details can be found at www.supanet.com/help/help contact us/

For your information and in common with many service-related businesses,
we may monitor calls to ensure quality of service is maintained and in order to
serve you better. There are a number of different departments that handle
specific issues. In order to get the most efficient service, it is recommended
that all customers contact the department relevant to their specific query. The
principal departments are

¢ Billing for all account, payment and termination enquiries

Email: salessupport@supanet.net.uk
Phone: freephone 0800 915 8186

Please note, no technical or set-up queries can be handled on this line.
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Phone Sales hotline: 0800 915 8188 (freephone. Lines open 9am-8pm,
Monday to Thursday, 9am-7pm Friday)
Sales email: sales@supanet.net.uk.

You should receive a reply within 24 hours on a working day.
Advertising

For enquiries regarding advertising on the Supanet portal and affiliate
partnerships, please email: advertising@supanet.net.uk

Webmaster

For non-editorial issues relating to the Supanet portal, such as broken
links or inoperative services, please email:
webmasterteam@supanet.net.uk

Abusive or offensive behaviour

To report abusive or offensive behaviour that is against Supanet’s
Acceptable Use Policy, please email:

abuse@supanet.net.uk

This email should be used to report abusive or offensive behaviour on
Supanet portal services. The report will be investigated and appropriate
action will be taken in line with our Terms & Conditions.

Legal Department

To contact our legal department, please email:
legal@supanet.net.uk

Terms & Conditions

Supanet has standard terms & conditions. There is a link at the foot of every
web page on the Supanet portal to ‘Terms of use’. This link includes full terms
for the following, in PDF format:

1.

2.

Acceptable Use Policy
http://www.supanet.com/pdfs/acceptableuse.pdf
Privacy Policy
http://www.supanet.com/pdfs/privacy policy.pdf
Complaints Policy
http://www.supanet.com/supanet/complaints _policy.html
Terms & Conditions for dial-up customers
http://www.supanet.com/pdfs/dialup terms.pdf
Terms & Conditions for broadband customers
http://www.supanet.com/pdfs/bb terms.pdf
Terms & Conditions for Supanet Talk customers
http://www.supanet.com/pdfs/talk tc.pdf
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5. Data protection

Supanet complies with all relevant data protection legislation. More
information about this, use of cookies and so forth can be found in our Privacy
Policy at the link provided above or by visiting
http://www.supanet.com/pdfs/privacy policy.pdf

6. Complaints

Complaints about Supanet products or services should be directed to the

relevant department in writing. We are committed to handling customer complaints
quickly and efficiently in order to deliver the highest quality service.

Detailed information can be found at the Terms of Use link on the Supanet

portal or going directly to the links given above.

7. Dispute Resolution

We aim to provide an efficient and swift response to all customer problems.
Problems that are unresolved will be escalated to the relevant department
heads and managers until resolved.

If you feel the response you have received has been inadequate or the
problem has not been resolved, you may take further steps as detailed in our
Complaints Policy.

Supanet is also a member of Otelo, the Office of the Telecommunications
Ombudsman. Details of the scheme and other useful contacts can also be
found in our Complaints Policy document at
www.supanet.com/supanet/complaints_policy.html

To find out how to register a complaint with Otelo, please visit www.otelo.org
or contact Otelo at:

OTELO

The Office of the Telecommunications Ombudsman
PO Box 730,

Warrington, WA4 6WU

Telephone: 0845 050 1614
Fax: 0845 050 1615
Email: enquiries@otelo.org.uk

You may also find the following addresses useful:

ISPA

Internet Service Providers’ Association
23 Palace Street

London

SWI1E 5HW
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9. Ordering Supanet services

Customers can order online by visiting www.supanet.com, or alternatively
contact us by telephone on freephone 0800 915 8188. Lines are open 9am-
8pm Monday to Thursday and 9am-7pm Friday.

Supanet does operate an outbound telesales team and customers may be
contacted from time to time to be informed about offers, upgrades and new
services, all of which will be subject to the appropriate distance selling
regulations. Full details of customers’ rights should be given at the time of
purchase, including cooling off periods and other rights. Full details of
products ordered and relevant Terms & Conditions will be sent in the post or
by email.

Supanet services may also be sold through Supanet’s approved partners.
For details of current products and prices, please visit the Supanet portal and
click ‘Sign up’, or contact a sales advisor.

For details of Supanet Talk products currently available, please visit
www.supanet.com/talk.

For a full list of available tariffs, including international charges, please visit:
http://www.supanet.com/talk/talk100/talk100 _tariffs/

10. Cancellation of Supanet services

If you wish to cancel any of your Supanet services please call
0800 915 8183. Lines are open 9am-8pm Monday to Thursday and
9am - 7pm on Friday.

All cancellation requests are subject to the relevant Terms & Conditions.

For pay as you go accounts, you will only be billed for what you use, so simply
stop using the service and you will cease to be billed. The cost of your pay-asyou-
go connection will appear on the regular phone bill provided by your

telecoms company.

Supanet Talk products may be cancelled at any time subject to a notice
period of not less than 30 days in writing to the address above, or by
contacting the Supanet Talk Billing Department on 0870 872 7779 (calls
charged at the national rate, lines open Mon-Fri 9am-5pm). There is no
termination fee applicable to Supanet Talk products so long as cancellation
requests are made within the requisite notice period.
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8186 (Monday-Friday 8.30am-5.30pm) or see Billing Information in
Section 11 above.

13.Managing your account

Customers may access information about their account by visiting the
following address: www.supanet.com/my_account

A Supanet username and password are required to log in, or the facility exists
to select a new password if the current one has been forgotten.

This facility provides customers with the ability to carry out a range of
functions, including:

Select a new password

View current ISP package details and pricing

View email, chat and internet access settings for current package
Change internet access settings

View or change Supanet newsletter options

View or set up email accounts

View status of broadband orders

14. Accessibility

There is a low-graphics version of the Supanet portal that can be found at
www.supanet.com/access

This site conforms to level Double-A of the W3C Web Content Accessibility
Guidelines 1.0, including all Priority 1 and Priority 2 checkpoints defined in the
Guidelines. The Web Content Accessibility Guidelines 1.0 explain how to
make Web content accessible to people with disabilities. Conformance with
these guidelines helps to make the web more accessible to users with
disabilities and will benefit all users.

An audio reader compatible with IE4 and above and Netscape Navigator is
available for free download at
http://www.browsealoud.com/downloads.asp?di=bl

To order a copy of this Code of Practice in large font, please contact the
Supanet legal department at the email address given above.

15. Online Help

We aim to make it as easy as possible for customers with questions or
problems to find the help they require online, either by visiting one of the web
addresses already given or in our comprehensive online Help section. This
area provides answers to Frequently Asked Questions, help with setting up
connections and email settings and a large number of other common issues
faced by users of ISP services.

The Help pages and tutorials can be found at http://www.supanet.com/help
Further more specific information and advice about broadband can be found
by visiting http://www.supanet.com/broadband/
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Supanet takes the welfare and safety of children on the web very seriously.
Help and advice on keeping children safe while online can be found at:
http://www.supakids.com/communicate/safety.php. This includes a Q and A
on safe surfing, etiquette on the web and other helpful hints and tips for both
parents and children. Further parental controls are planned for the near future.
Supanet currently hosts a kids’ chat-room that is fully monitored by a Supanet
member of staff. For details visit
http://www.supakids.com/communicate/chat.php

The Internet Watch Foundation (IWF) Hotline exists to provide internet users
with a means of reporting potentially illegal content that they are
located on websites, newsgroups and online groups that specifically contain:

« images of child abuse hosted anywhere in the world.
« criminally obscene content hosted in the UK.
o criminally racist content hosted in the UK.

You should make a report to the IWF if you see something that you believe to
be illegal. If you are unsure as to whether the content is legal or not, be on the
safe side and report it. To do so, or to get more information about the IWF,
please visit the IWF website at http://www.iwf.org.uk/
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