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Chief Consumer Officer at Sure Charlotte Dunsterville said: “We’d like to
apologise to any customer who has been affected by the recent broadband
disruption.

“After investigations our engineers have determined that the cause of the issue is
the latest series of updates made to third-party devices such as satellite boxes
and wireless sound systems. These updates have had a knock-on effect on some
older Technicolor routers and impacted connections to the broadband network.

“We have developed a software update for the affected Technicolor routers and
are in the process of rolling this out to customers. Customers do not have to do

anything to receive the update, we are rolling it out overnight — when usage is at
its minimum level — and it should install automatically and restore full service.

“If it doesn’t seem to have fixed the problem immediately then customers should
first try turning their router off and on again, both the router itself and at the mains
switch. This should stabilise the router and restore service, but if any customers
still experience problems, they should call our team on 0808 10 15 247.

“Sure has around 12,000 broadband customers in Jersey. Only a small number
of customers with the older Technicolor routers were affected. Customers who
would like to upgrade their router can visit the Sure shop or call our team on 0808
10 15 247
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Headquartered in Guernsey, Sure provides telecommunications and related services across
the Channel Islands, the Isle of Man and in the British Overseas Territories of Ascension,

Falklands, Saint Helena and Diego Garcia.

Sure provides fixed voice, mobile, broadband and Cloud services in the Channel Islands and
Isle of Man. In the British Overseas Territories, Sure operates under exclusive licences with

full-feature networks delivering voice, broadband data services and, in certain markets, TV.

The corporate division of the business, Sure International, specialises in offshore
connectivity, enabling those companies that operate in the islands to reliably and efficiently

connect and transact with their global partners.

Sure’s approach to business is based on its values of simplicity, trust, one team and
customer-driven. The last of these values has resulted in annual multi-million-pound

investments to provide customers with the best and latest services to meet their needs.

Sure is a member of the Batelco Group, a leading telecommunications provider to 13
markets spanning the Middle East & Northern Africa, Europe and the South Atlantic and

Indian Ocean.
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