
How bad broadband  
impacts your business  
(and what you can do about it)



Contents 

The power of business broadband 1 

Lost productivity 2 

How does bad broadband reduce productivity? 2 

Unhappy customers 3 

Unhappy colleagues 4 

Barrier to growth 5 

How does bad broadband limit business growth?  5 

The solution: 5 essential pillars 6 

What makes great business broadband? 6

Hyperoptic: Business broadband that takes you further 7

4 Ways Bad Broadband Impacts Your Business (And What you can do About it)  



4 Ways Bad Broadband Impacts Your Business (And What you can do About it)   1

The power of business broadband

Many factors make your business successful.  
The people who work with you, the products 
and services you sell, and the price point of these 
products, all impact your success. Another key 
factor in this equation is your broadband. 

Powerful business broadband helps your 
team communicate with each other, maintain 
productivity, and deliver exceptional customer 
service. A great connection also lets you take 
advantage of new technology that can make  
your business go even further, including:

While great broadband can help make your 
business unstoppable, the effects of bad business 
broadband are strong as well. Poor broadband 
doesn’t just affect your bottom line, it can impact 
your employees’ satisfaction and your  
customers’ experiences. 

Let’s break down the impacts of bad broadband  
on businesses and, more importantly, what you 
can do about it. 

Cloud-based collaboration tools

Video conferencing 

Digital accounting and payroll management

Digital HR

Digital project management

Customer relationship management

Digital transactions

Seamless customer Wi-Fi

More than  

1 in 3  

small businesses believe 
their broadband is not 
good enough for their 

future needs.1 

More than  

1 in 4  

small businesses have 
lost business or sales as 

a result of poor 
broadband.2 
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Lost productivity

Great broadband can help 
your business achieve great 
things. But what about poor 
broadband? Bad broadband 
means you can’t:

Share work with clients

Process online transactions

Communicate with customers  
and colleagues

Access essential online resources

80%
of businesses lose 
productivity due to 
unreliable internet.3

The average employee 
wastes more than an 

hour each day as a result 
of poor connections.

That’s 2.5 working 
weeks per year.4

1.  Bad broadband is slow

The last thing you need is your broadband slowing 
you down. When choosing a provider for your 
business broadband, you want to know that you’re 
actually getting the speeds you’re paying for.  
A 2019 study, however, revealed that 47% of small 
businesses say their internet speed is actually lower 
than the speed promised by their provider.5  
Keep an eye out for providers that offer speeds  
“up to” a certain level as this means there’s no 
guarantee that you’ll get those speeds. That’s why 
Hyperoptic advertise our average speeds – you 
know what you’re getting.

2.  Bad broadband is unreliable

It doesn’t matter how fast your broadband is if it isn’t 
reliable. Many providers are still using old copper 
cables to deliver broadband to businesses.  
These cables are more likely to break or slow down 
at peak times than a reliable full fibre network. 

3.  Bad broadband = prolonged downtime

UK businesses lose £12billion each year from 
internet outages.6 If you’re unfortunate enough to 
have an internet outage, you would want to know 
your internet service provider (ISP) is working hard 
to get you back online as soon as possible.  
You should always look out for service level 
agreements (SLAs) and customer reviews to find  
out how dedicated your ISP is to keeping  
you connected.

How does bad broadband 
reduce productivity?
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Unhappy customers

As a key stakeholder in your business, you know just how important customer experience is for your 
organisation to succeed.

Did you know 32% of small businesses have  
been unable to contact, or be contacted by,  
their customers as a result of poor broadband  
or mobile coverage?9 It isn’t hard to see why  
bad business broadband means unhappy  
customers when:

If you value your customers and their 
experience, your ISP should, too.  
That’s why we have a dedicated business 
support team on-hand to help you tackle 
any connectivity issues you might face.  
This helps your business maintain 
momentum and keep delivering 
excellent service for your customers.

Work isn’t delivered on time

Clients can’t communicate with you

Visitors experience poor on-premises Wi-Fi

In-store contactless transactions fail
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51%
of employees 

believe an unreliable 
connection leads to 

unhappy customers.8

Satisfied customers 
contribute 2.6 times 
more revenue to  
your business than  
less-satisfied 
customers.7 
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Unhappy colleagues

Bad broadband doesn’t just lead to unhappy 
customers – it also creates unhappy colleagues. 

When your connection is slow or unreliable, it can 
take longer than necessary to complete essential 
tasks, communicate with your co-workers, and 
access critical documents. This can demotivate staff 
while reducing business efficiency and productivity.

In a 2019 report from the University of Oxford Saïd 
Business School, it was found that happy colleagues 
are 13% more productive than unhappy ones.  
Your business broadband should never get in the 
way of your productivity – it should empower it.

Unfortunately, you can never rule out the possibility 
of connectivity issues and unforeseen downtime. 
But, with the average business internet outage 
lasting 16 hours12, you would want to know that 
if an issue occurs, your ISP is working around the 
clock to get you back to business. By minimising 
disruption, your colleagues can focus on what really 
matters – driving your business forward. 
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Top tip:

With two thirds of employees believing 
internet connectivity issues cause frustrated 
colleagues13, it’s important to find an ISP that 
helps relieve that stress. 

To do this, you can check out TrustPilot 
reviews or keep an eye out for lists such as 
Broadband Genie’s Broadband Customer 
Stress Data (where we are delighted to rank 
as the least stressful provider in 2021). 

85%
of employees say 
their productivity 

is impacted by bad 
broadband.11

83%
of employees find 

unreliable internet to 
be “annoying”.10
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Barrier to growth

In the introduction of this whitepaper, we outlined 
some of the ways great broadband can help your 
business harness digital tools and aid growth. 
Unfortunately, poor business broadband can have 
the opposite effect. 
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How does bad broadband limit  
business growth?  

Slow speeds – There are many digital tools 
available that can help you improve efficiency 
and productivity, enhance communication, and 
increase customer satisfaction. In fact, we wrote 
a whitepaper outlining some of our favourite 
ones. You can read it here. Unfortunately, you can 
only take full advantage of these transformation 
tools if your connection speeds (both upload and 
download) are good enough. 

Unreliable connectivity – Large portions of the UK’s 
network still rely on dated, unreliable copper cables. 
These cables can be easily affected by weather and 
electrical interference, meaning outages happen all 
too frequently. Your business won’t be able to grow 
when you can’t access critical tools and resources.

Poor-value broadband – Your business broadband 
is an important investment, and your investments 
should work for your business, not hold you back. 
If you’re getting lower speeds than you’ve paid for, 
your budget isn’t going as far as it should. 

Lack of flexibility – When your business grows,  
your broadband should grow with it. Many ISPs only 
offer 24-month contracts which lock you in to a 
certain broadband speed. This can make it difficult  
and expensive to change your contract or switch 
providers if your speeds aren’t meeting your needs. 
Perhaps your business could benefit from our rolling 
contract option that lets you scale up or down as 
your business needs change. 

31%
of small and medium-
sized businesses say 
that poor broadband 

or mobile coverage is a 
barrier to the growth of 

their business.14
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The solution: 5 essential pillars

What makes great business broadband? 

Great business broadband can be broken down into 5 essential pillars.

When you have great business broadband, you can do much more than simply avoid the negative  
effects of bad connectivity and service. Your business can harness the power of new technology and  
become unstoppable. 

1. Speed

Business productivity depends on fast broadband speeds. Some providers will boast 
fast download speeds, but for your business to take advantage of crystal-clear video 
calls, seamless file sharing, and effortless cloud-based collaboration, you’ll need a fast 
upload speed, too. Hyperoptic offer symmetrical upload/download speeds as standard,  
but most providers don’t.

2. Reliability 

When your connection is reliable, you get peace of mind that you can keep delivering 
great service to your customers. This is why the SLA on your package is really 
important, and where you’re a full fibre network (like ours) is superior to unreliable 
copper networks. 

3. Value

When it comes to business broadband, you should always get the speeds you pay for, 
and excellent service should come as standard. You should check that your provider 
doesn’t include price rises, and we would recommend checking out customer reviews 
to find out what experiences other businesses have had.

4. Flexibility

Businesses change, and so do their needs. Your broadband should be flexible enough 
to scale with your business without holding you back. It’s common for providers to 
offer 24-month contracts as standard, but this can be really restricting. That's why we 
also offer 12-month or monthly rolling options. 

5. Service

Connection issues shouldn’t slow you down. Your broadband provider should offer 
great service and do everything they can to get you back online as soon as possible.  
To offer the best service possible, we have a dedicated business support team as well 
as our 24/7 customer service team.
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Hyperoptic: Business broadband that takes 
you further
We hope this whitepaper has shown you just how 
important it is to have business broadband that is 
fast, reliable, good value, flexible, and comes with 
great customer service. 

Our full fibre business broadband gives you 
hyperfast, reliable connectivity to keep your 
business running at top speed. That’s hyperfast 
upload and download speeds. We were also the 
first major business broadband supplier to offer the 
flexibility of a monthly rolling contract in the UK, 
so you can scale with ease.

And we know how important customer service is. 
Our dedicated business support team is on-hand 
9am-9pm every day of the week and our customer 
service team is available 24/7. We provide a next-
workday SLA on business broadband, and a 5-hour 
SLA on leased line packages.

These are just some of the reasons why we’re a 
Which? Top performing broadband provider  
(Based on the 2021 Broadband Satisfaction Survey 
by Which?) and rated Excellent on Trustpilot.

Fiona, Street Coffee

“We love the fast and reliable 
broadband 24/7 which has 
vastly improved the way we can 
operate and serve our customers 
with confidence.”

1 National Federation of Self Employed & Small Businesses Limited, 2019. | 2 National Federation of Self Employed & Small Businesses Limited, 2019. | 3 The Office 

for National Statistics, 2019. | 4 The Office for National Statistics, 2019. | 5 National Federation of Self Employed & Small Businesses Limited, 2019. | 6 Beaming, 2016. 

| 7 Trustpilot, 2020. | 8 Zen, 2020. | 9 National Federation of Self Employed & Small Businesses Limited, 2019. | 10 Zen, 2020. | 11 Zen, 2020 | 12 Beaming, 2016.  

| 13 Zen, 2020. | 14 National Federation of Self Employed & Small Businesses Limited, 2019.

Get in touch with one of our 
experts today to discuss your 
requirements.

0203 514 0341

Hyperoptic.com/business

Business.sales@hyperoptic.com

Excellent
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