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Switch your broadband – and lose your service 
 

 

A competitive broadband market relies on customers being able to switch providers with no 
disruption to their service, which is actually delivered by BT Openreach, regardless of the actual 
service provider. (N.B. Virgin Media operates independently on its own network.) 

Valerie Markwick was however left without her broadband service when switching from Plusnet to 
Vodafone for over a month. As Valerie has no mobile signal in the Herefordshire village where she 
lives, she was left without access to email and on demand TV as well as being unable to contact 
friends and family overseas. 

A long series of errors of communication between Openreach and Vodafone, as well as within 
Vodafone itself, led to this appalling situation. When the broadband service was finally restored, 
with Vodafone, it became clear that even without all these errors any customer could have been 
left without broadband service for hours, days or weeks simply as part of the normal Openreach 
process of switching providers. 

David Hickson, of the fair telecoms campaign said “It is clear from a detailed understanding of this 
case that the communications between Openreach and Vodafone (or indeed any other non-BT 
provider) are inadequate to deal with even the slightest difficulty. This leaves Vodafone personnel 
(who seem to be unaware of the inadequacy of the information available to them) unable to 
communicate effectively with customers. 

He went on, “It is a scandal that a gap in broadband service of a number of days, in the case of a 
switch, appears to be seen as something that is not out of the ordinary. Whilst delays in the 
provision of new service may be frustrating and annoying, interruption of an existing service in the 
case of a switch of providers is wholly unacceptable. Openreach must do better. 

Valerie said “… I had no broadband from 2 March until 13 April as a result of my switch to 
Vodafone. …” 

Commenting on a catalogued series of errors and poorly handled communications between 
Valerie and the Vodafone customer service personnel, xxx of Vodafone said, “…”. 

Notes 
We have a detailed catalogue of the sequence of events, which goes beyond the essential points 
covered above. 
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