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Transcript for BT Infinity 

Presenter: Riz Lateef 

Riz (VOICE OVER) 

 

Infinity. Einstein used it to describe the universe. Shakespeare, to describe love. Now 

BT use it to describe its top of the range broadband service. 

 

The word suggests greatness, limitlessness, endless possibility. So does BT Infinity live 

up to such high expectations? 

 

Riz (TO CAMERA) 

 

Well, the technology is certainly impressive.  

  

Traditional broadband uses copper wire to transport the signal from the telephone exchange to 

your street. But BT Infinity uses fibre optics, glass cables which carry information by light, producing 

speeds it claims are up to five times faster than normal. 

 

Riz (VOICE OVER) 

 

The fastest Infinity will cost you £294 for the first year, £150 more than you’d pay for 

BT’s basic unlimited broadband. But as far as the company is concerned, the service is 

so good everyone will want a go. 

 

BT ADVERTISEMENT:  

“Chris…. Long-time no see.” 

 

“Mind if I use your fancy fibre optic? 

 

My internet is so slow again.” 

 

“Guess who?” 

 

“Ayyyyyyy.” 

 

Riz (TO CAMERA) 

But not everyone’s service is so good they’ve got neighbours desperate to use it. Because despite 

what the ads say, speed is often the very thing BT Infinity fails to deliver on.  

 

Riz  (VOICE OVER) 

The problems tend to start with the amount of time it takes to get the service installed.  

 

Just ask Jan Wright. An existing BT Infinity customer, she wanted it in her new home 

when she moved. 

 

JAN WRIGHT: They said it would be 3 weeks which was the 28th of April. We thought well that will be fine, 

by the time we’ve unpacked got ourselves sorted it’ll be up and running. And then that date came and went 

and we had nothing. 

 

Riz (VOICE OVER) 

A few days later they received a text message saying there was a problem and someone 
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would be in touch. Another text, and a phone call followed giving them a new 

installation date. But that date came and went too. 

 

And so things continued. More messages. More promised installation dates. More let 

downs.  

 

JAN WRIGHT: Just updates, updates, updates, and it’s just so annoying, to think there was that much 

correspondence going on and nothing happening. In the end we totalled up how many times we had been 

told we had an installation date and it worked out we had seven different dates. 

 

Riz (VOICE OVER) 

 

So what was the problem? Well in order to set up Infinity, like most other broadband 

connections, you need a landline, and Jan was keen to transfer her existing number to 

the new house. According to BT, her OLD supplier was causing delays.  

 

But this didn’t make any sense. Because BT was that previous supplier. 

 

JAN WRIGHT: I just wanted to laugh down the phone, this is a joke, you’re trying to tell me you’ve 

got a problem with our previous provider. And it’s you! 

 

Riz (VOICE OVER) 

 

Once Jan had pointed out the mistake, BT was able to install her landline within a week, 

and Infinity followed. 

 

JAN WRIGHT: I’m doing my accounts exams. And a lot of our work is on the computer, practice papers, 

practice assessments, I couldn’t access any of them. So I took the exam and unfortunately I failed. 

 

You advertise broadband five times faster, but getting it isn’t five times faster, you feel like you’re waiting 

forever. 

 

Riz (VOICE OVER) 

 

Jan is one of many people who’ve told us they’ve waited up to 5 months to get BT 

Infinity installed. Social media lists dozens more complaints. 

  

Yet how quickly BT operates isn’t the most complained about aspect of its service. 

That honour goes to the speed of the broadband – the very thing BT uses as its unique 

selling point. 

 

BT ADVERTISEMENT:  

“There’s no, there’s no denying it, that’s quick. 

 

“Init?”  

 

“Hey? That is fast.” 

 

“I’m impressed.” 

 

“That is speedy.” 
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Riz (TO CAMERA) 

Not for everyone it isn’t. Because the speed you’re promised is often far removed from the speed 

you actually get. 

 

Riz (VOICE OVER) 

The average broadband connection is 17.8 Mbps, so when BT told business customer, 

Jenni Faulks, Infinity would get her 38mbps, she was delighted. 

 

JENNI FAULKS: So I said can you definitely guarantee that, she said yes I’ve tested it down your phone line, I 

said fine, in which case on that basis then we’ll proceed. 

 

Riz (VOICE OVER) 

But within weeks of it being installed the broadband speeds drastically slowed down. 

 

JENNI FAULKS: It just got to a stage whereby it was constraining us so much that we just couldn’t work, we 

were almost on the verge of chucking computers out of windows. 

 

Riz (VOICE OVER) 

 

Jenni was getting speeds of just 13mbps, even slower than the national average. 

 

After a two month investigation, BT were forced to admit that was as fast as she was 

ever going to get. Why? Apparently too many people in her area had signed up to the 

service. 

 

JENNI FAULKS: Infinity you would think would have no boundaries, and it is completely the opposite.  

 

Riz (VOICE OVER) 

 

BT did offer a solution: to run a fibre optic line direct line to her house. The downside? 

She’d have to pay them £9,000 for the privilege. 

 

Jenni politely declined. 

 

JENNI FAULKS: It’s hard enough to run a small business these days as it is, let alone when you’ve invested so 

much into it and the service you’re promised just fails to deliver. I just can’t believe it’s acceptable. 

 

Riz (TO CAMERA) 

 

In fact, it’s not. 

 

Because last month, the Advertising Standards Authority rapped the company for promising 

broadband speeds that it knew it could never deliver. 

 

Riz (VOICE OVER) 

 

Go to the Infinity website, enter your phone number and BT’s ‘online speed checker’ 

will tell you how many mega bits per second you can expect. 

 

But when one customer failed to get the speeds suggested by the site, they complained 

to the ASA. When challenged, BT was forced to admit it couldn’t deliver what it was 

promising. And the ASA instructed the company to make sure its speed checker was 
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accurate in future. 

 

Riz (TO CAMERA) 

 

So is it?  Well, let’s see what their speed checker says about what’s achievable at Jenni’s address. 

 

Riz (VOICE OVER) 

 

Customer service has already told her she’ll only ever be able to get 13 Mbps. But here 

it still promises it can deliver up to 25. 

 

Riz (TO CAMERA) 

That’s almost double what we know in reality to be possible. 

 

Riz (VOICE OVER) 

Perhaps this goes someway to explaining why we’ve had scores of complaints from 

viewers who say their broadband speeds just aren’t what BT promised? 

 

Riz (TO CAMERA) 

So, in place of superfast broadband, BT Infinity often delivers excruciating waits for installation and 

broadband speeds that are far slower than the company like to let on. 

 

Improvements are definitely needed, but the question is – just how long will they take? 

 

 

 

 


