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GENERAL TERMS & CONDITIONS

Introduction and Acceptance

These Terms & Conditions (“Terms”) govern the provision of
services (“Services”) by Connect it Communications Ltd
(Connect it) to the Customer. Connect it Communications Ltd
is registered in England and Wales, company number
08164657, with a registered office at Innovation Centre
Medway, Maidstone Road, Chatham, Kent ME5 9FD. By using
our services, you agree to these Terms. Amendments to these
Terms will be communicated via email or through the Connect
it Portal.

Business Customers Only

Our Services are supplied exclusively to business customers.
By placing an Order or using our Services, you confirm that
you are acting wholly or mainly in the course of a business,
trade, craft or profession, and not as a consumer. We may ask
you to provide reasonable evidence of your business status
(for example, a company registration number, VAT number, or
trading details) and may decline or cancel an Order where we
reasonably believe the Customer is a consumer.

Because the Services are supplied exclusively to business
customers, consumer protection legislation (including the
Consumer Rights Act 2015 and the Consumer Contracts
(Information, Cancellation and Additional Charges) Regulations
2013) and consumer cancellation or “cooling-off” rights do not
apply to these Terms or to any Order placed with us.

Before entering into a contract, customers will be provided
with a Contract Summary and Contract Information document
in accordance with Ofcom requirements.

Your use of our services is also subject to our Privacy Policy
and Website Terms and Conditions, which are available at
www.connect-it.co.

Definitions and Interpretation

1. “Annex” means supplementary documents providing
specific details about particular services.

2. “Anywhere Phone System” and “Anywhere Landline”
mean our VOIP Services including Webex applications.

3. “Call Tariffs” means the rates charged for calls, including
out-of-bundle usage.

4. “Charges” means the fees payable for the Services as
outlined in invoices.

5. “Commencement Date” means the start date of the
Service provision.

6. “Contract” means the agreement formed by these Terms
and any relevant Annexes.

7. “Customer” or “you” refers to the user of the Services.

8. “CLI” (Calling Line Identification) means the telephone
number presented to the recipient of a call made by the
Customer.

9. “Data Protection” refers to compliance with GDPR and
applicable UK data protection laws.

10. “Fair Use Policy” outlines acceptable usage levels for
Services.

11. “Force Majeure” refers to events beyond our control
impacting service delivery.

12. “Anywhere Mobile” means the mobile service
integrated with Anywhere Phone System and Anywhere
Landline.

13. “Services” means all Connect it communication
solutions.

14. “Termination Charge” refers to fees applied upon early
termination of a Fixed Term Contract.

15. “Connect it Portal” means the online account
management platform used by administrators.

16. “Anywhere Portal” means the branded user portal
available at anywhere.portal.connect-it.co, used by end users
to manage personal account settings.

17. “Working Day” means Monday to Friday excluding public
holidays 9AM to 5PM.

Provision and Use of Service

1. Connect it will use reasonable endeavours to provide
services with target availability levels. Our underlying platform
providers typically operate at availability levels of 99.99% or
higher, excluding planned maintenance and events outside our
reasonable control (including force majeure). Minimum service
levels and any applicable remedies are set out in the Support
Annex and Code of Practice.

2. Notification will be provided for planned maintenance.

3. Number porting is available subject to our porting
arrangements and the Customer’s compliance with porting
processes.

4. Customers are responsible for ensuring their mobile
coverage, network, internet service, and hardware
environment are suitable for use with Connect it services.
Connect it is not liable for service degradation caused by third-
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party routers, unmanaged firewalls, internet connectivity,
mobile coverage or internal LAN configuration.

Customer Obligations

5. Provide accurate and updated account and emergency
compliance details for all users.

6. Ensure security of account credentials and compliance with
applicable use policies.

7. Maintain compatibility and functionality of customer-
provided equipment.

8. Remain responsible for all activity on your account,
including unauthorised or fraudulent use.

Contract Term

9. Your Order will specify whether your contract is a Monthly
rolling contract or a Fixed Term contract.

Monthly contracts run on a 30-day rolling basis from the
Commencement Date, with no minimum term. You may cancel
at any time via the Connect it Portal or by emailing
Customerservices@connect-it.co, subject to 30 days’ notice.
No Termination Charge applies.

Fixed Term contracts run for the minimum term shown on
your Order (12, 24 or 36 months), billed monthly rather than
upfront. After the minimum term ends, services continue on a
rolling monthly basis until cancelled. We will notify you 3
months before your term ends, and renewal options will be
available in the Connect it Portal from 60 days before the end
date. Ending a Fixed Term contract before the end of the
minimum term means a Termination Charge applies, equal to
the remaining recurring charges payable from the date of
termination to the end of the contract term.

10. Additions and upgrades can be made at any time, on any
contract type. On Monthly contracts, downgrades and licence
or add-on removals are limited to one modification request per
calendar month, taking effect from the 1st day of the following
month. On Fixed Term contracts, any add-ons or users added
during the term are co-terminous with the main term, meaning
they end on the same date as the main term and are included
in the Termination Charge calculation, and no mid-term
downgrades or removals are available.

11. Specific provisions regarding service trials, upgrades, and
downgrades are detailed in relevant service-specific annexes.

12. Customers are eligible for one free trial licence package
only, for up to 30 days. Any modification or change to the trial
service during the 30-day trial period, including upgrades,
downgrades, or adding new packages or add-ons, will be
charged as a full service unless otherwise specified in the
“Charges and Payment Terms” section below. A second free
trial is not permitted.

Charges and Payment Terms

13. All billing is calculated on a calendar month cycle. Monthly
recurring fees for all package licences, add-ons, services, and
one-off charges (including devices, training, and installation)
are billed in advance. Usage-based charges, such as calls or
out-of-bundle usage, are billed in arrears and included in the
following month’s invoice.

14. An invoice will be generated before any regular monthly
payment is taken. At the start of each month, payment is
collected by Direct Debit, typically on the 7th day of each
month but this may vary with public holidays.

(a) For new chargeable services (not trials), a one-time
payment will be taken to cover the period from activation until
the end of the calendar month. Direct Debit collection will then

begin the following month. The first invoice may include
charges and payments made from the previous month.

(b) For trial customers, no payment will be taken during the
30-day trial. Upgrading from a trial will take a one-time
payment to cover all services and add-ons until the end of the
current month and set up a Direct Debit. The first Direct Debit
will be collected at the start of the first full calendar month
after the trial ends.

(c) Where services or add-ons are added mid-month,
including during a trial, charges will be calculated pro-rata and
included in the following month’s Direct Debit.

15. If payment is not received on the scheduled date, Connect
it will attempt to retry the Direct Debit collection up to three
times. If payment remains outstanding after the third attempt,
the customer’s services will be suspended. Suspension will
remain in place for up to 7 days. If payment is still not
received within 7 days of suspension, the account will be
cancelled and all services terminated.

16. If a customer cancels their Direct Debit while on a free
trial, the trial will be scheduled to end after 30 days from the
service activation date and trial services will then be deleted.
A second free trial is not allowed.

17. On Monthly contracts, customers may request one
modification per calendar month via the Connect it Portal to
downgrade a licence package, remove an add-on, or remove a
licence. Multiple changes may be included in a single request.
Requests must be submitted before the final day of the month
to take effect from the 1st day of the following month. A
modification request may be cancelled in the Connect it Portal
at any time before the end of the month in which it was
submitted. This clause does not apply to Fixed Term contracts,
see Contract Term above.

18. Service cancellations can be requested through the
Connect it Portal or by emailing Customerservices@connect-
it.co. The 30-day notice period begins when the cancellation
request is submitted, and services will remain active and
billable during this period. Charges will continue to apply until
the end of the notice period, and a final invoice may include
any outstanding or usage-based charges. The Direct Debit
must remain active to allow for collection of all outstanding
amounts and may be cancelled once final payment has been
taken. For Fixed Term contracts, early cancellation is subject to
a Termination Charge as set out in Contract Term above.

19. Charges are non-refundable except where required by law.

20. Detailed charges and tariffs are available on www.connect-
it.co.

Intellectual Property Rights

21. All IP rights related to services and materials provided by
Connect it remain the property of Connect it or its licensors.

Data Protection and Privacy

22. Connect it complies with GDPR and applicable UK data
protection laws.

23. For further details on how we store and process your data,
including information about international use, please refer to
our Privacy Policy at www.connect-it.co.

Confidentiality

24. Both parties must maintain confidentiality of all shared
proprietary and sensitive information.
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Liability and Indemnification

25. Liability limited to direct damages up to two months’
service charges.

26. Excludes liability for indirect losses or third-party issues.

27. Connect it is not responsible for service disruption caused
by internet access provider, firewalls, mobile networks, or any
third-party infrastructure.

28. Service levels and availability targets are provided on a
reasonable endeavours basis and do not constitute a
guarantee unless explicitly stated. Any applicable service
credits represent the sole remedy for failure to meet stated
service levels.

Force Majeure

29. Connect it is not liable for delays or interruptions to
Services caused by a condition (for example, natural disaster,
act of war or terrorism, riot, labour condition, governmental
action, and Internet disturbance) that was beyond the party’s
reasonable control.

Suspension and Termination

30. Grounds for suspension/termination of Services include
non-payment, breach of these Terms, regulatory requirements
or any fraudulent or illegal activity detected.

31. Detailed procedures for suspension/termination and their
consequences are outlined in the relevant annex.

General Provisions (Miscellaneous)

32. These Terms are governed by the laws of England and
Wales. Any disputes shall be handled in accordance with the
Complaints Policy (Annex 4).

33. Connect it may communicate with the Customer via email,
the Connect it Portal, or the support line.

34. You have the right to port your telephone number(s) to
another provider at any time, subject to applicable porting
processes and industry regulations. Where a number has been
recently ported, it may be subject to industry restrictions or
reversal timeframes.

35. Connect it may increase the prices for the Services where
our underlying costs of providing them change. Circumstances
in which prices may change include: (a) increases in
wholesale, carrier, network or platform charges imposed on us
by our suppliers; (b) increases in third-party licence or
software costs that form part of the Services (for example,
Webex licensing); (c) changes in law, regulation, taxes or
levies (including changes required by Ofcom) that affect the
cost of providing the Services; and (d) increases in call, SMS or
data termination rates or other usage-related costs. Any price
increase will be notified by providing at least 30 days’ notice
via email or the Connect it Portal before it takes effect. If a
Customer does not accept a price increase, they may
terminate the affected service without penalty by giving notice
within 30 days of the price increase notification. Out-of-bundle,
international and other usage-based rates are set out in the
Price List at www.connect-it.co and may be updated from time
to time; the rates applicable are those in force at the time of
use.

36. Connect it may make changes to these Terms or Services
from time to time. Where a change is likely to be of material
detriment to the Customer, we will provide at least 30 days’
notice. If the Customer does not accept such changes, they
may terminate the affected service without penalty by giving
notice within 30 days of notification.

Acceptable Use

37. Customers must use Connect it services in a lawful,
responsible, and ethical manner. By using any service provided
by Connect it Ltd, you agree to the following acceptable use
obligations:

(a) Lawful Use

    (i) Services must not be used for any purpose that violates
applicable laws or regulations.

    (ii) This includes (but is not limited to) activities such as
fraud, defamation, harassment, impersonation, or
dissemination of unlawful content.

(b) Security and System Integrity

    (i) You must not attempt to gain unauthorised access to any
system, account, or network associated with Connect it
services.

    (ii) You must not disrupt or interfere with the normal
operation of the network, servers, or other users.

    (iii) Use of the services to distribute viruses, malware, or
phishing content is strictly prohibited.

(c) Email and Messaging

    (i) You must not use services to send spam, unsolicited
communications, or bulk messages that may be disruptive or
abusive.

    (ii) SMS and messaging features (where applicable) must be
used in accordance with regulatory standards and may not be
used for mass marketing unless specifically permitted.

(d) Resource and Service Misuse

    (i) Services must not be resold, shared, or routed through
unauthorised systems.

    (ii) Use of automated diallers, call forwarding services that
generate revenue share, or continuous high-volume calling
patterns without consent is prohibited.

    (iii) Customers may only present outbound numbers that
have been assigned to them by Connect it or explicitly
authorised for presentation. Use of third-party or misleading
CLI is prohibited.

(e) Portal and Account Use

    (i) Portal access (Connect it Portal, Anywhere Portal, Call
Recording Portal, Akixi Portal) must only be used by authorised
administrators or end users of the customer’s organisation.

    (ii) You must keep login credentials secure and notify us of
any suspected misuse or breach of security details.

    (iii) Any changes made by the customer administrator in the
Anywhere Portal which conflict with Connect it service settings
and accurate billing will be overwritten.

(f) Enforcement

    (i) Connect it reserves the right to monitor usage for
compliance.

    (ii) Breach of this Acceptable Use Clause may result in
suspension, restriction, or termination of services without
notice.

    (iii) Where appropriate, breaches may be reported to
regulatory or legal authorities.

Entire Agreement

38. These Terms and Conditions (together with any documents
referred to in them) constitute the entire agreement between
you and Connect it Communications Ltd relating to the subject
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matter and supersede all prior agreements, understandings, or
arrangements (whether oral or written) between us. You
acknowledge that you have not relied on any statement,
promise, or representation made or given by or on behalf of
Connect it Communications Ltd that is not set out in these
Terms and Conditions.

ANNEX 1 — SUPPORT

Connect it Communications Support Levels Agreement.
This Support Levels Agreement (“SLA”) outlines the standards
and processes for support provided by Connect it
Communications Ltd in connection with the delivery and
maintenance of its Services.

Definitions

1. “Incident”: Any event that disrupts or reduces the quality
of a Service.

2. “Severity Level”: A classification based on the impact of
an Incident.

3. “SLA Timer”: The tracking of response and resolution
times, which may pause when waiting for Customer input.

Support Access

4. Digital Support (24/7/365): Available at all times via our
web-based chatbot and self-service resources, including
knowledgebase, user guides, and support articles.

5. Raising a Ticket: Tickets can be submitted via the Connect
it Communications chatbot or by emailing from a registered
administrator email address.

6. Telephone Support: The Connect it Communications
Helpline standard support hours will be Monday to Friday,
0800–1800 UK time.

Planned Maintenance

7. Scheduled between 21:00 and 07:00 GMT.

8. At least 2 working days’ notice provided for planned
maintenance where possible.

9. Less than 24 hours’ notice may be given for emergency
maintenance.

Fault Reporting and Support Services

10. Fault duration is calculated from the time a ticket is
received/acknowledged until the issue is resolved. The SLA
timer pauses when awaiting customer input.

11. Tickets should include: time of issue, impact summary,
affected services and components, call examples, and relevant
logs.

12. Tickets should be generated via the customer’s Connect it
Communications Portal or alternatively via registered
administrator email.

13. Updates will be issued via email.

Fault Classification

14. Severity 1 (Urgent): Total loss of core services (SIP/API
call processing, PSTN, auto attendants, severe degradation,
call queue failure).

15. Severity 2 (High): Partial loss with no workaround
(e.g. provisioning portal, access to analytics or recordings,
voicemail, emergency failover).

16. Severity 3 (Quick Call / Normal): Individual user issue
or misconfiguration (password resets, access to recordings,
configuration issues).

17. Severity 4 (Low): Informational support and
configuration queries.

Customer Obligations

18. Submit fault tickets via Connect it Communications Portal
or registered administrator email.

19. Include sufficient detail and evidence to support triage and
diagnosis.

20. Maintain LAN/WAN/Wi-Fi/internet connectivity.

21. Maintain mobile coverage for mobile services.

22. Maintain up-to-date contact details and notify us of
changes.

23. Update us of any breach of security affecting access or the
ability to access customer admin or user details for Connect it
Communications Ltd services.

24. To effectively diagnose and resolve technical issues,
Connect it may require remote access or cooperation with our
support team. If a customer refuses remote diagnostic access
or fails to follow reasonable support instructions, Connect it
shall not be liable for any resulting delays in fault resolution,
service degradation, or unmet support targets. In such cases,
any SLA response or resolution times will be paused or voided
until the necessary access or cooperation is provided.

Minimum Service Levels

25. In addition to the targeted availability levels, Connect it
Communications provides the following minimum service
levels:

(a) Connect it Communications will provide a minimum
monthly service availability of 99.9%, excluding planned
maintenance, emergency maintenance, and events outside
our control.

(b) All support tickets will receive a human
acknowledgement within 1 business day.

(c) Fault Repair (Minimum Commitment during working
hours):

    (i) Severity 1 – complete loss of service for all users:
workaround within 8 hours, full resolution within 2 working
days.

    (ii) Severity 2 – partial service degradation: resolution within
3 working days.

    (iii) Severity 3 – non-service impacting issues: resolution
within 10 working days.

(d) Provisioning Timeframes:

    (i) VoIP services are normally activated immediately once
ordered. Activation may take longer during planned
maintenance windows or if upstream platform availability
affects provisioning.

    (ii) eSIM services normally activate within 5 minutes of order
completion, subject to the availability of upstream provisioning
systems.

    (iii) Number porting is typically completed within 5–30
working days, depending on the losing provider’s processes,
validation requirements, and industry porting windows.

    (iv) Mobile PAC ports complete on the next working day, in
line with Ofcom regulations, provided valid PAC information is
supplied before the industry cut-off time.

(e) Remedies for Failure to Meet Minimum Service Levels:

    (i) If Connect it Communications fails to meet the minimum
service levels above, the Customer may request a service
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credit equal to 5% of the Monthly Recurring Charge (MRC) for
each full calendar day of a Severity 1 total service outage, up
to a maximum of 25% of the MRC in any billing period.

    (ii) Service credits must be claimed within 30 days of the
incident closing.

    (iii) Service credits must be requested within 30 days of the
incident closing and will be applied to the next monthly
invoice.

Target Response and Resolution Times (Monday to
Friday 9AM to 5PM excluding public holidays)

26. The response and resolution times provided in our Support
Levels Agreement (SLA) are intended as our targets and do not
currently represent a guaranteed commitment.

(a) Our Fault Repair minimum commitment is outlined in
Minimum Service Levels section 25.c.

Severity
Response
Time

Workaround /
Resolution
Plan

Full
Resolution
Target

Root
Cause
Resolution
Target

1-Urgent < 60 mins < 4 hours < 8 hours
< 6
business
days

2-High
< 2
business
hrs

< 8 business
hours

< 2
business
days

< 15
business
days

3-Normal
< 8
business
hrs

N/A
< 6
business
days

< 30
business
days

4-Low
< 2
business
days

N/A
< 10
business
days

N/A

Ticket Lifecycle

27. States:

(a) Pending → The ticket is open and awaiting allocation to an
agent.

(b) In Progress → The ticket has been allocated to an agent
and is being actively worked on.

(c) Awaiting Customer → Awaiting an action or response from
the customer (SLA Timer paused).

(d) Awaiting Third Party → Awaiting an action or response
from third party.

(e) Resolved (SLA timer stopped) → The incident has been
resolved.

(f) Closed → The ticket has been closed with the agreement
of the customer or auto closed after 24 hours with no
response.

28. Ticket numbers will be issued for all incidents. Customers
must reference the ID in follow-up communication.

29. Tickets are auto-closed after 24 hours of no response
following resolution.

Escalations

30. If a ticket exceeds its SLA response or resolution time, the
customer may escalate by contacting the Managing Director.

Exclusions

This SLA does not cover:

31. Issues arising from Customer-side infrastructure, including
internet access, LAN/WAN, routers, internal firewalls, or
devices not supplied by Connect it Communications.

32. Third-party platforms, services, or configurations not
approved or supplied by Connect it Communications.

33. Software or firmware integrations outside Connect it’s
standard scope.

34. Failures caused by internet service provider or carrier
outages beyond the Connect it demarcation point.

35. Incidents caused by force majeure.

Severability

36. If any provision or part-provision of these Terms and
Conditions is or becomes invalid, illegal, or unenforceable, that
provision or part-provision shall be deemed deleted, but that
shall not affect the validity and enforceability of the rest of
these Terms and Conditions.

Revisions and Availability

37. This SLA may be updated with 30 days’ notice. The latest
version is available at www.connect-it.co.

ANNEX 2 — VOICE & MOBILE SERVICES

This Annex forms part of the Connect it Standard Terms &
Conditions and sets out the specific terms that apply to the
provision and use of Voice and Mobile Services.

Service Description

1. Connect it Voice Services include the following Products:

(a) Anywhere Landline: A cloud-based VoIP phone service
that provides a digital landline delivered over an internet
connection and accessed through the Webex softphone app.
Each user receives a virtual number (geographic 01 or 02, or
03 non-geographic), voicemail, and basic calling features.
Anywhere Landline is compatible with a range of approved
VoIP handsets and analogue telephone adapters (ATAs); the
latest list of supported devices is available on our website.
Customers who bundle Anywhere Landline with Anywhere
Mobile will also receive a mobile number.

(b) Anywhere Phone System: A cloud-based VoIP phone
system that includes voicemail, a virtual number (geographic
01 or 02, or 03 non-geographic), phone system features and
full integration with Webex collaboration tools. Users have
access to a user portal for service configuration and
management based on their role. Anywhere Phone System is
available in three Webex user packages. The service supports
Bring Your Own Device (BYOD) from an approved list of VoIP
handsets and devices, which can be viewed, added, and
configured within the Connect it Portal. The latest list of
supported endpoints is available on our website. Customers
who bundle Anywhere Phone System with Anywhere Mobile
will also receive a mobile number.

(c) Anywhere Mobile: an eSIM-based mobile service, resold
via Evolve on the TangoExt network, that may be purchased on
its own or as part of an integrated bundle with Anywhere
Phone System or Anywhere Landline. Each user receives both
a mobile number and a landline number. Calls can be
configured to present either the business landline number or
the mobile number (the business number is the default), and
SMS messages will always use the assigned mobile number.
Anywhere Mobile provides a unified mobile and landline
solution with optional compliance-grade call recording.
Optional mobile data bundles are available for all Anywhere
Mobile licences. The service is limited to supported eSIM-
compatible devices and may only be activated in supported
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countries. A current list of compatible handsets and supported
countries is available at www.connect-it.co. All Anywhere
Mobile eSIMs will display the mobile network identifier
“TangoExt”.

(d) Call Recording: Available as add-on licence and with a
Portal to manage recorded calls.

Number Allocation and Porting

2. Connect it can supply new UK geographic and 03 non-
geographic numbers.

3. Customers may request new numbers at any time via the
Connect it Portal and are subject to a fair use limit of 10
numbers for call flow features and 10 unused numbers not
allocated to a user or a call flow feature.

4. Additional unused numbers provisioned for users or voice
features can be reclaimed by Connect it after 3 months to
prevent abuse and number hoarding, in line with Ofcom best
practice.

5. Customers may port existing geographic and 03 numbers to
Connect it subject to:

(a) Completion of an accurate Letter of Authority (LOA).

(b) A valid list of numbers and associated addresses.

(c) A PAC code for mobile numbers, valid for 30 days.

Emergency Services (999/112 Access)

6. Connect it’s Anywhere Landline, Anywhere Phone System
and Anywhere Mobile services (including VoWiFi and softphone
applications such as Webex) support access to UK emergency
services (999/112), but there are important conditions and
limitations:

7. If you are outside the UK, or if you are using Connect it
services from a location other than your registered address,
you may not be able to reach emergency services, or your
location may not be accurately shared. Always ensure you
have access to a local landline or mobile for emergency calls.

Emergency Address and Location Accuracy

(a) You must provide a registered emergency address for
every user.

(b) If you dial 999/112 from a location different from your
registered address, the call may be routed to the wrong
emergency centre (PSAP), or inaccurate location data may be
shared with responders.

Webex, Desk-phone and Softphone Users

(a) Emergency access is not guaranteed outside the UK or if
the client is not properly configured.

(b) No calls should be made to emergency services from
Webex or Anywhere Phone System desk-phone devices outside
your registered emergency services address or outside the UK.
Always use a local phone in these situations.

(c) When using Webex, you may be prompted to confirm
your emergency location.

Anywhere Mobile & VoWiFi Users

(a) Calls made via VoWiFi are routed directly to the nearest
PSAP using your device’s dynamic location, not through the
Anywhere Phone System platform.

(b) Your main provisioned landline number is presented as
the CLI for both outbound and callback emergency calls.

(c) You must ensure that this number is active and correctly
routed for emergency call-backs, especially if using any call
routing or forwarding services.

(d) If using VoWiFi or Anywhere Mobile abroad or outside
your registered location, emergency calling and accurate
location services cannot be guaranteed. Customers must
comply with all local emergency calling regulations and
requirements when using services internationally.

Service Limitations and Customer Responsibilities

(a) Emergency access may be impacted or unavailable due
to device misconfiguration, internet or mobile network
outages, platform maintenance or account suspension, or use
outside your registered country or address.

(b) Customers must keep emergency address details
accurate and up to date for all users, inform all end users of
these emergency service limitations, ensure an alternative
method of contacting emergency services is available
whenever using softphones, mobile apps, or VoWiFi, and note
that it may take up to 5 working days (Monday to Friday) for a
new user’s emergency details to update in the national
database, using other means to call emergency services
during this period.

Regulatory Compliance

(a) Our emergency call handling is designed to comply with
UK law, OFCOM General Condition A3, and industry best
practice.

(b) For details on your rights and our obligations regarding
emergency calls, please visit www.ofcom.org.uk.

Inclusive Minutes & Fair Use

8. Each user licence includes a 2000 minute call plan per
month pooled across all users in an account, covering UK
geographic numbers (01, 02), UK national/non-geographic
numbers (03), and UK mobile numbers (07) on the four main
UK mobile networks (O2, Vodafone, Three and EE, including
Orange & T-Mobile).

9. All other call types including international, premium rate,
specialist and directory enquiry numbers are excluded from UK
bundled minutes and charged at out-of-bundle rates.

10. During trial periods, all other chargeable call types are
blocked and a call limit will be set to 200 minutes, with only
calls to voicemail (5555) and 01, 02, 03 numbers allowed
within the 200 minute call plan. Calls to 999 and 112 are never
restricted, including during the trial period. Administrators can
request to unlock chargeable calls to be configured for users
after the first full monthly payment has been made, via
support. Additional checks will be done and it may take up to 5
working days (Monday to Friday); this service is not
guaranteed, to ensure there is no abuse of service.

11. A chargeable call cap applies per customer account and
cannot be increased.

12. Customers should refer to the Connect it pricing page at
www.connect-it.co for full call cost details and to confirm
whether a specific call code or destination is included within
the inclusive bundle.

13. Use of inclusive minutes, SMS, and mobile data is subject
to the Connect it Fair Use and Acceptable Use Policy, which is
available separately and forms part of the contract.

14. Anywhere Mobile licences include optional data bundles
which may be selected during the order process or added
through the Connect it Portal.

15. See the Fair Use and Acceptable Use Policy for more
details.
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Service Features

16. Voice service features are divided into two categories and
features are assigned based on the Connect it package and
user profile.

17. Admins manage call flow elements, voice features and
devices via the Connect it Portal.

(a) Users access the Anywhere Portal at
anywhere.portal.connect-it.co, with control over personal user
settings like voicemail, call forwarding, password/PIN updates,
and viewing call logs if included in the user package.

18. Additionally, where enabled, the Call Recording Portal is
accessible by users. Administrator access can be requested via
Connect it support and requests will be reviewed to prevent
abuse; access is not guaranteed.

Service Levels and Support

19. See the Connect it Support Annex for response and
resolution times.

20. Critical issues (e.g. full service outage) are prioritised per
SLA severity classifications.

Provisioning Timeframes

21. Connect it will provision services as quickly as possible.
The following indicative timeframes apply to all new and
existing customers (modifications):

(a) Anywhere Landline and Anywhere Phone System
Activation: Activated in 1 minute once the service order is
completed and all provisioning services are fully operational;
each additional user may take 30 seconds.

(b) Anywhere Mobile eSIM Activation: eSIM profiles are
active within 5 minutes of the eSIM installation.

(c) Number Allocation: New UK geographic, 03 numbers
are assigned instantly if in stock. New numbers ordered from
our suppliers depend on number range availability; most are
provided in 48 hours.

(d) Porting (Geographic, 03): Ports are typically
completed within 5–30 working days, depending on the losing
provider.

(e) PAC Mobile Number Ports: Completed on the next
working day in line with Ofcom requirements if ordered with
the supplier before 4pm.

(f) Feature Changes (call routing, auto attendants,
failover rules): Completed instantly.

Limitations of Service

22. Connect it is not liable for call failures due to third-party
equipment, internet or broadband performance, customer
network or firewall misconfiguration, or force majeure or
upstream carrier faults.

23. Customers are responsible for ensuring their network
environment and hardware are compatible with Connect it
Voice Services and configured to support VoIP traffic.

24. Connect it does not guarantee service quality where
unsupported devices, open internet configurations, or
unmanaged routers are used.

Handset and Configuration Requirements

25. Customers are responsible for ensuring that any device
used with Anywhere Mobile is:

(a) From the list of Connect it-supported handsets.

(b) SIM-unlocked and not restricted to a specific carrier.

(c) Configured with VoLTE (4G Calling) enabled and other
required mobile network settings as provided by Connect it.

(d) Wi-Fi Calling is available with Wi-Fi Calling supported
handsets, see www.connect-it.co.

(e) Compatible with eSIM provisioning and compliant with UK
4G mobile network standards. Failure to use a compatible and
properly configured device may result in partial or full service
degradation. Connect it is not responsible for service failure
caused by unsupported or misconfigured devices.

Optional Add-ons

26. Customers may add functionality such as Webex
collaboration, call recording, CRM integrations (where
supported), end user training packages, and additional UK or
international numbers (where supported).

27. Charges will apply as listed on the website.

Changes to Voice Services

28. Features and availability may evolve over time.

29. Connect it will provide notice of material changes in
accordance with the General Terms, with 30 days’ notice.

Compliance and Acceptable Use Definitions

30. Endpoint: Any device or software instance used to access
Connect it services, including desk phones, softphones
(e.g. Webex), mobile applications, and eSIM-enabled devices.

31. Customers must ensure:

(a) Use of the service aligns with Connect it’s Acceptable Use
Policy and Fair Use Policy.

(b) Services are not used for reselling, unauthorised routing,
or traffic manipulation techniques (e.g. artificial call
generation).

(c) All end users comply with applicable laws and regulatory
requirements.

(d) Only numbers assigned or authorised by Connect it may
be presented as outbound CLI (see Definitions in General
Terms & Conditions).

(e) Customers remain responsible for all account usage,
including unauthorised activity unless resulting from a proven
breach by Connect it.

ANNEX 3 — FAIR USE AND ACCEPTABLE
USE POLICY

This policy forms part of the Connect it Standard Terms &
Conditions and outlines fair and acceptable use guidelines
applicable to all services, including Anywhere Landline,
Anywhere Phone System, and Anywhere Mobile.

General Principles

1. All Connect it services are designed for normal business use
by individuals associated with your organisation. Use that is
deemed excessive, abusive, or inconsistent with reasonable
business operation may be restricted, charged additionally, or
result in service suspension.

Voice, SMS, and Data Fair Use

2. Voice Usage (Landline and Mobile):

(a) Each user licence includes 2,000 minutes per month to
UK geographic numbers (01, 02), UK national/non-geographic
numbers (03), and UK mobile numbers (07) on the four main
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UK mobile networks (O2, Vodafone, Three and EE, including
Orange & T-Mobile), after which standard rates will apply.

(c) Minutes are pooled across all users in the customer
account.

(d) Use of automated diallers, outbound call centres, or mass
outbound calling is not supported. Any such use would be
considered a breach of these terms and could lead to a
suspension of services or cease.

(e) Calls exceeding the included allowance are charged at
standard rates.

(f) If 10,000 minutes on Anywhere Mobile are exceeded in
any calendar month per user package, a fair use excess rate
applies at £0.10/min.

3. SMS usage:

(a) A fair usage allowance of 1,000 domestic SMS messages
applies per Mobile user package per billing period.

(b) Messages count individually (multi-part SMS will be billed
as multiple SMS).

(c) SMS must originate from approved endpoints (e.g. eSIM).

(d) Excess usage may result in additional charges at
standard rates.

(e) Fair Use Excess Rates for SMS are £0.05 per SMS.

4. Mobile Data Usage:

(a) Data bundles are available for Anywhere Mobile
(e.g. 10GB, 20GB, etc.) and allow high speed data up to the
plan limit. Once data usage exceeds the allowance, data
speeds are throttled to the rate of 0.5 Mbps.

(b) Unlimited data plans are subject to a 100GB roaming fair
use threshold in Home and Home Away countries. Data usage
above this threshold will be throttled to 128kbps.

(c) Repeated use near the allowance cap (within 5%) for
more than 3 consecutive months is considered excessive and
we reserve the right to cancel the service unless a higher
bundle is selected.

(d) All unlimited plans may be throttled if data use is
inconsistent with normal business behaviour within a billing
cycle.

(e) Hotspot use is capped at 5GB per billing period; if
exceeded, the data speed is throttled to 128kbps thereafter on
the data plan.

(f) Voice-only eSIMs without a data package on Anywhere
Mobile have a 5GB/month background data cap; hotspot use is
not permitted and breaches the Fair Use Policy.

Roaming and Geographic Use

5. Roaming is supported on Anywhere Mobile with the
following restrictions:

(a) Anywhere Mobile usage across “Home countries” can use
the service year-round without any restrictions.

(b) Anywhere Mobile usage across “Home Away” countries is
limited to 90 days within a 365-day period.

(c) If a user exceeds this or consistently consumes more data
in Home Away countries than their Home country, speed
throttling will apply.

(d) Roaming outside supported Home/Home Away zones is
not supported.

(e) See www.connect-it.co for included roaming destinations
and a list of ‘Home Countries’ and ‘Home Away Countries’.

Device Compatibility & Endpoint Restrictions

6. Services are intended for use on smartphones and
supported devices only.

7. Use on mobile routers, modems, or tethered multi-device
setups may breach this policy.

8. Endpoints include desk phones, softphones (e.g. Webex),
supported SIP endpoints, mobile apps, and eSIM-enabled
phones.

Invoicing and Charges

9. Subscription plans, add-ons and one-off charges including
devices are charged monthly in advance. Usage-based
charges (e.g. roaming, international) are charged in arrears.

10. Service usage must comply with the applicable Price List
and your contract terms.

11. Pro-rata charges apply for mid-month activations to the
end of the calendar month. Plans will auto-renew monthly
unless cancelled with notice.

Notification and Review of Excessive or Abusive Use

12. If Connect it determines that your use of any service is
excessive, abusive, or inconsistent with normal business use
as defined in this policy, we will contact you using the contact
details provided on your account.

13. You will be given the opportunity to review your usage,
provide an explanation, or adjust your usage to bring it within
acceptable limits.

14. If usage continues to breach the Fair Use Policy after
notification, or if no satisfactory explanation or adjustment is
made within a reasonable period (usually 7 days from the date
of notification), Connect it reserves the right to apply
additional charges, restrict, suspend, or terminate the relevant
services.

15. If Connect it suspects fraud or illegal use, we reserve the
right to immediately suspend all services whilst we
investigate.

Enforcement and Changes

16. Connect it reserves the right to restrict, throttle, or
suspend services in cases of non-compliance.

17. The Fair Use Policy may be updated with 30 days’ notice.

18. For general questions, please contact
Customerservices@connect-it.co.

ANNEX 4 — COMPLAINTS POLICY

At Connect it, we are committed to providing excellent service.
However, we recognise that occasionally things can go wrong.
If you’re not happy with any aspect of our service, please let
us know so we can resolve the issue as quickly and fairly as
possible.

How to Make a Complaint

We encourage you to raise your issue through the channel
most convenient to you:

Connect it Portal: Admins can raise a ticket, selecting
“Complaint” as the category.

Email: Send a detailed email to
Customerservices@connect-it.co including: Complaint noted
in the description, your name, your account number, your
contact number and email, a description of the issue and
any steps already taken, and your preferred resolution.

• 

• 
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What to Expect

We aim to acknowledge all complaints within 1 working
day.

We aim to provide a substantive update within 5 working
days.

Our goal is to resolve all complaints within 28 calendar
days.

We will keep you updated throughout the process.

Escalation

If you’re not satisfied with the resolution offered, your
complaint can be escalated to the Managing Director.

If you are a domestic or small business customer (10
employees or fewer) and your complaint is not resolved within
6 weeks, or you receive a deadlock letter, you have the right
to refer your complaint to our Alternative Dispute Resolution
provider, the Communications Ombudsman. This service is
independent and free of charge.

Communications Ombudsman, PO Box 730, Warrington
WA4 6WU — www.commsombudsman.org — Email:
enquiry@commsombudsman.org — Phone: 0330 440 1614
(Monday to Friday, 8 AM to 8 PM, Saturday, 9 AM to 1 PM)

You must contact the Ombudsman within 12 months of
receiving a deadlock letter or our final response.

Connect it Communications Ltd Details

Connect it Communications Ltd is registered in England and
Wales, company number 08164657, with a registered office at
Innovation Centre Medway, Maidstone Road, Chatham, Kent
ME5 9FD, and it operates the website www.connect-it.co. The
registered VAT number is 981782182. You can contact
CONNECT IT COMMUNICATIONS LTD by email on
Customerservices@connect-it.co.

ANNEX 5 — DIRECT DEBIT GUARANTEE

We will notify you of the amount to be collected by Direct
Debit through your monthly invoice, which is issued at the
start of each month. The Direct Debit will normally be
collected on or around the 7th. This forms the agreed notice of
the payment amount and date.

Direct Debit Guarantee

This Guarantee is offered by all banks and building societies
that accept instructions to pay Direct Debits.

If there are any changes to the amount, date or frequency of
your Direct Debit, Connect it Ltd will notify you 10 working
days in advance of your account being debited or as otherwise
agreed. If you request Connect it Ltd to collect a payment,
confirmation of the amount and date will be given to you at
the time of the request.

If an error is made in the payment of your Direct Debit by
Connect it Ltd or your bank or building society, you are
entitled to a full and immediate refund of the amount paid
from your bank or building society.

If you receive a refund you are not entitled to, you must pay it
back when Connect it Ltd asks you to.

You can cancel a Direct Debit at any time by simply contacting
your bank or building society. Written confirmation may be
required. Please also notify us at Customerservices@connect-
it.co if you cancel your Direct Debit.

• 

• 

• 

• 
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