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When you need help

There are lots of ways for you to get help if things go wrong. Even if you don’t have a problem and just want
to ask us something about your service, we'll be happy to hear from you.

Service Status

http://status.plus.net

Is your service playing up? It's possible that it's not just happening to you, so we may already know about a
problem. If you can get online, head to Service Status. Once we’ve found a problem, we’ll announce details
about it straightaway. Whilst we work to fix what's gone wrong we'll post regular updates.

Help & Support

http://support.plus.net

This is our online library of guides and Frequently Asked Questions (FAQs). If you'd prefer, you can even sit
back and watch a video tutorial. Browse through loads of different topics, or do a search to find what you're
after.

Help Assistant

This will give you a helping hand with your service when you need it. Use it to find information more quickly,
or send a message to our Support Team.

We reckon it’s the best way to get in touch with us.
Why?
« You'll get quick answers to your questions, so no waiting in phone queues at busy times.

« You can track the messages (we call them Questions or Tickets) you send to our Support Team. Just log
into the Help Assistant and choose My Questions to see how we’re getting along with your enquiry.

« We don’t do our support by email because emails sometimes get lost and it's hard to follow the history of
an email conversation.

* The Help Assistant lets you rate the level of help we’ve given you. That way you can tell us if you’re happy,
so you'll be helping us too.

Go to the Help Assistant by clicking Help & Support on the top menu bar of our website www.plus.net and
then the Help Assistant link. Or you can just go directly there: http://help.plus.net

Support Line

Our support team are available on our helpline 24/7. So, no matter what time it is, there’s always someone
here who’ll be happy to help. Ring us on 0800 432 0200.

Alternatively, if you can get online then you might find the answer to your question on the website and fix it
without having to call us.

Member Centre

http://portal.plus.net

Member Centre is the part of our website where you can take control of your account features. It's where you
can check your Webmail, set security preferences, view payment details, manage your webspace, plus loads
more. We'll also feature news, competitions and polls here.

To pay a visit, just enter your Plusnet username and password you chose during signup.



Our Community

plusnet

Plusnet isn't just a company, it's a community. What do we mean? The best way to find out is to have a look
around our Community Site - http://community.plus.net.

It's a great place to tell us what you like and don'’t like about Plusnet. You'll find other customers and
members of our staff in the Forums. This makes it a great place to get some quick help from people ‘in the
know’. Even so, if you're feeling shy you can just as easily read our blogs or keep up with the latest news.
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As | write this blog | must admit to being sormewhat amazed that it's been almost two years since we appointed
Anthony Yollmer CEO of Plusnet — Time certainly flies when you're having funl

Anthony took the helm towards the end of 2003 and established a period where Flusnet has made tremendous growth.
Wye'we launched a nationwide advertising campaign, our 'up to 200bps’ broadband sewvice, our 'easy setup’ router
platiarm, revamped all of our product afferings, provided 'up ta 40Mbps' fibre services to @ number of custamers as part
of our FTTC/FTTP trials, and won a number of industry accolades including 'Best Consumer Customer Service' at the
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Welcome to the Plusnet Community Site forums

Welcome to our forums. Here you'll find our staff and customers chatting about broadband, the Internet and pretty much anything else you can think of. The forums can be really handy if you need
help sahing problems with your sendce, as there's a goad chance that someone else has had the same problem before you. Please log in or register if you want to join in

Announcements
7: — fou'l see all announcements here, from staff or moderators. You can reply, but can' star new threads.

Your Feedback

—_— Was there something you liked? Something we didn't do sowell? Tell us about it here
Help and Support

Routers

The hub Of our Community. tbroadhand senvice, including faults, speed issues and routers
Got a hot topic you want to
talk about? You can sure
that someone will join in
the discussion. ling

Bbout the billing or management ofyour account,

questions regarding our landline services, call packages or features, post here.

You'll always get a friendly
reception at the Forums.

\

Visit http://lcommunity.plus.net anytime and take a look for yourself!
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plusnet
Earn some cash by telling people about us

Recommend us to your mates and you could get even better value for money. When your friend signs up for
broadband or home phone on your recommendation we’ll cut your monthly bill. That’'s every month that they

remain a paying customer.

So where do you start?

e Chat to people
If you like our service and know someone else who might too, why not let them know about us? When you
mention Plusnet, don’t forget to tell them your account username. When they sign up we’ll ask them who
recommended us.

* Get messaging
Our online referrals tool makes it really easy to spread the news about Plusnet. We've designed it so you

can email up to 5 people at once if you want. Every email you send includes a unique link which makes
sure you get credited if that person then signs up with us.

* Fly Plusnet’s colours
Got a website? Why not pop a referral banners on it? Each time someone clicks through and then signs up
you’ll get the credit.

If you’re interested in finding out more about referring go to http://referrals.plus.net



