12/11/2018
Version 4.0

Local Full Fibre Networks Programme
Gigabit Broadband Voucher Scheme

Contents
Introduction ............................................................................................................................................ 4
How the Scheme Works - Short Summary ............................................................................................. 5
Supplier Registration - Overview ............................................................................................................ 8
Pre-Registered Package Registration - Overview ................................................................................... 9
Demand Stimulation & Branding .......................................................................................................... 11
Eligible Areas......................................................................................................................................... 12
Eligible Customers ................................................................................................................................ 12
Exclusions ...................................................................................................................................... 13
Residential Eligibility ............................................................................................................................. 14
Eligible Costs ......................................................................................................................................... 14
Connectivity Requirements .................................................................................................................. 15
Connection Timeframe ......................................................................................................................... 15
Transferability ....................................................................................................................................... 15
Supplier Registration ............................................................................................................................ 16
Adding your coverage information ....................................................................................................... 16
How to Access the Supplier Login Area ................................................................................................ 18
Passwords ..................................................................................................................................... 18
Using the supplier login section of the Scheme website ...................................................................... 19
Avoiding Emails Going to SPAM/Junk ................................................................................................... 19
Supplier Login Home Page .................................................................................................................... 19
Updating Your Company Information - Supplier Self-Service .............................................................. 22
Updating Coverage Information ................................................................................................... 23
Submitting Your Update................................................................................................................ 23
Pre-Registered Packages – Detail ......................................................................................................... 24
Requesting a Pre-Registered Package .................................................................................................. 25
View My PRPs ....................................................................................................................................... 25
When to Report Orders and Connections ............................................................................................ 26
How to Report Orders Placed ............................................................................................................... 26
Bulk Request ......................................................................................................................................... 28
Checking the Status of Your Vouchers.................................................................................................. 29

Version 4.0

2

12/11/2018

Reporting Connections Delivered ......................................................................................................... 29
Additional Supplier Self-Service............................................................................................................ 30
Managing Disputes ............................................................................................................................... 31
Compliance Checking............................................................................................................................ 32
Payments .............................................................................................................................................. 32
Updates & Help..................................................................................................................................... 32
Appendix 1 – Voucher Status ........................................................................................................ 33
Appendix 2 – Voucher download data.......................................................................................... 35
Appendix 3 – Dispute & Cancellation codes ................................................................................. 37

Version 4.0

3

12/11/2018

Introduction
The purpose of this document is to provide suppliers with a guide to the operation of the
Department for Digital, Culture, Media and Sport’s (DCMS) Local Full Fibre Networks programme
(LFFN) Gigabit Broadband Vouchers Scheme (GBVS), the “Scheme”.
This guide does not replace the Scheme’s formal documentation but aims to help make your
involvement in the Scheme as straightforward as possible.
Suppliers should carefully study the formal terms and conditions of the GBVS in the Supplier
Registration, Pre-Registered Package (PRP) and Beneficiary Terms and Conditions documents,
these set out the formal obligations of suppliers and beneficiaries taking part in the GBVS.
Copies of these documents are available on the Scheme website. If there is any contradiction
between those documents and this guide, the formal documentation has precedence.
•

Residential beneficiaries may take part in the Scheme only as part of projects in which
eligible businesses benefit from the majority of voucher funding (ratio of 1 business to 10
homes maximum within a project).
Premises that have or are scheduled to have gigabit-capable services are part of a state
aid supported intervention are excluded from this Scheme.
The Scheme supports wireless solutions only as part of Project PRPs which lead to the
deployment of additional full fibre.

•
•

The purpose of the Scheme is to increase the speed of deployment of full fibre networks within the
UK by providing micro-grants to support the cost of new connectivity. Vouchers are the mechanism
the Scheme uses to provide these grants. The Scheme also aims to encourage suppliers to invest in
gigabit-capable services. The voucher is a benefit to eligible small and medium enterprises (SMEs)
and in some circumstances residents (together being “beneficiaries”) who must receive the full
value of the voucher.
These grants have a minimum value of £500 and a maximum value of £3,000. Please note that the
maximum value of vouchers is changing:




The maximum value of any voucher requested related to a Standard PRP will be £2,500 with
effect from 1700 on Monday 26th November 2018.
The maximum value for any voucher requested related to a Project PRP application received
before Monday 7th January 2019 will remain at £3,000 until 7th January 2020 at which
point the maximum value will change to £2,500 for each SME beneficiary
Where available, residential vouchers have a value of £500.

The Scheme provides support for businesses that qualify as SMEs. Using their grant, SMEs contract
with registered suppliers for gigabit-capable products referred to by the Scheme as “Pre-Registered
Packages” or PRPs. These PRPs must be registered separately with DCMS by suppliers using the
“Pre-Registered Package Application”. There is no mechanism by which a grant may be obtained by
a beneficiary other than through a PRP.
In certain specified circumstances support is also available to support the cost of connections for
resident beneficiaries. Details are provided in the Pre-Registered Package Application document.
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These residential vouchers have a value of £500 and support the cost of new connections costing
£500 and above. If a new connection can be obtained at a cost below £500, then a voucher cannot
be claimed.
Payments of the grants to eligible beneficiaries under the Scheme are made by DCMS direct to
registered suppliers, once they have confirmed that new connections have been delivered and the
beneficiary has accepted service.

How the Scheme Works - Short Summary
Vouchers are, in effect, discount codes which enable qualifying beneficiaries to a reduced
installation cost of a gigabit-capable connection. There is no mechanism by which individual
beneficiaries can “apply” for a voucher; suppliers with qualifying products are able to offer vouchers
to new and existing eligible customers for qualifying connections. If there are multiple beneficiaries
within a defined area (either sharing the same building, of the same business park, for example)
then they can aggregate their vouchers together to achieve a collective discount on cost of provision
of gigabit connectivity to them.
The key steps which apply to both individual and aggregated vouchers are:
1. Suppliers register for the Scheme - supplier registration is managed centrally by DCMS
2. Registered suppliers submit Pre-Registered Package (PRP) proposals to DCMS for review for
either for single-SME deployments (Standard PRPs), or multiple-beneficiary deployments
(Project PRPs) - see page 6 for more detail
3. Once PRPs are agreed with DCMS, suppliers offer voucher supported products to eligible
beneficiaries (sales)
4. Sales are reported by suppliers through the supplier login area of the Scheme website as
soon as the agreement is made
5. Beneficiaries receive an email request from DCMS asking them to confirm that they are
eligible and that they accept the Scheme terms and conditions. In some instances, they will
be required to provide evidence of trading
6. DCMS carry out agreed checks and issue vouchers. The voucher is not confirmed until DCMS
have issued the voucher
7. Suppliers deliver compliant connections and report completion through the supplier login
area of the Scheme website
8. DCMS and their agent(s) carry out further agreed checks and approve payment
9. In some cases, DCMS will carry out a site visit. The beneficiary may receive a visit request
from our audit partners. While this visit is taking place, payment to the supplier is
suspended
10. DCMS makes payment to suppliers through our agent, Historic England
11. Beneficiary receives confirmation of benefit received by email (the voucher value counts as
de minimis state aid for businesses).
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Scheme High Level Process

From your customer’s point of view the Scheme processes look like this:

We have also made a “What happens next” leaflet available to help explain how the Scheme works
to your customers:
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A copy of this document is available for download from the media section of the website.
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Supplier Registration - Overview
DCMS operates the supplier registration process. Suppliers who wish to become registered should
contact DCMS here. Queries about the registration process should be addressed to
LFFNSuppliers@culture.gov.uk. Suppliers will need to complete an online application form.
Before completing the application form you must read and accept the Supplier Registration Terms
and Conditions. You should also read the PRP application terms and conditions and the beneficiary
documents so you are familiar with the whole Scheme.
We have set a number of conditions for supplier participation in the Scheme. Amongst others these
conditions include:
●

The existing ability to supply gigabit-capable connectivity.

●

Agreement to the Scheme terms and conditions.

●

Agree to submit at least one PRP for review.

●

Membership of an Ofcom recognised Alternative Dispute Resolution Scheme. (ADR)

●

Have in place at least £5m of public liability insurance.

Full details are set out in the application documents, you should read these carefully.
DCMS will publish details of all registered suppliers with agreed PRP on the Scheme website at
https://gigabitvoucher.culture.gov.uk. There is no limit to the number of suppliers who may register
for the Scheme.
Please note: Suppliers who are registered with the Scheme are not ‘approved’ and suppliers should
not refer to themselves as approved. There are specific conditions about the use of the DCMS
branding and how registered suppliers should describe their involvement with the Scheme. These
are set out in the supplier registration document. A breach of these conditions may lead to your
suspension or removal from the Scheme.
If you need any advice about your use of our branding or other communications matters, please
raise a support ticket using the button on https://gigabitvoucher.culture.gov.uk/supplier-selfservice/
Once registered, suppliers will be invited to propose PRPs – either standard or project. You will not
be published as a registered supplier on the website until you have an agreed PRP in place.
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Pre-Registered Package Registration - Overview
There are two sorts of PRPs you can propose:

Project
(Aggregated)





Each project requires individual registration



Relies on minimum SME participation for viability (e.g.
aggregation)
Total eligible costs are shared between beneficiaries






Standard

Multiple beneficiaries, in a defined geographic area (e.g. multioccupancy unit, Business Park, village etc.)
Value of eligible costs varies significantly with location
characteristics and is unique for that deployment

May involve residential beneficiaries but only where ratio of
vouchers taken by residents is no greater than ten for every one
SME. Projects may have business beneficiaries only.
May include wireless elements but only where the project leads to
the deployment of additional full fibre



Eligible costs for the project may be progressively claimed over
time as individual beneficiaries are connected



Delivered within 12 months (provision for >12 months through
defined exceptions – change control)




Eligible costs are either fixed for each deployment or vary within
known parameters
Single-SME beneficiary



Registered once, deployed multiple times by supplier



Widely available - can be in a single or wide area



Delivered quickly and always less than 12 months



One-time claim process, once connection has been completed



Not available for resident beneficiaries. Not available for wireless
or radio solutions

For both types of PRP, you will need to submit an online application to DCMS for review. This
application contains details of the performance characteristics and costs associated with the
deployment of the product. The application for both types of PRP is managed online and is available
only to registered suppliers.
For standard PRPs, DCMS will review the application and check that the proposed product adheres
to the qualifying cost and performance criteria for the Scheme. Once accepted, the PRP will be
uploaded into the GBVS portal and you will be notified. Once a PRP is available on the portal, you
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may commence sales supported by the voucher. Suppliers with PRPs which have been accepted by
DCMS will be listed on the public part of the GBVS portal.
Project PRPs will be assessed in the same way, and will be subject to appropriate commercial and
technical due diligence prior to registration. For projects that contain wireless elements, this will
include an assessment of the infrastructure to be deployed as a result of the project. In addition,
DCMS may also liaise with relevant local body/bodies. This will help to make sure that DCMS is
aware of any relevant facts which should be considered as part of the review. We will also check
that the proposed location does not contain premises supported for gigabit-capable connections as
part of other state funded interventions.
PRPs registered for the Scheme should not be described as ‘approved’. These PRPs are registered
with the Scheme.
The following key factors we will considered as part of our assessment of your PRPs proposals:
•

All costs to be supported by the voucher are eligible, as defined in the Scheme registration
documents

•
•

Every deployment is capable of supporting 1Gbps speed if requested by the beneficiary
1Gbps speed products are available at the time of deployment (whether the customer takes
that speed or not).

•
•

Evidence is provided that comparable commercial arrangements exist without a voucher.
There is clear evidence that the full value of the voucher is being passed to the customer.
This can be demonstrated by an illustration of pricing to the beneficiary (one-off, recurring)
that would apply without a voucher (and which would be available to beneficiaries who
were ineligible for vouchers), and then confirmation of pricing with a voucher (to show the
voucher discount). Another mechanism is to confirm the one-off charges that the
beneficiaries within the project would otherwise collectively be required to contribute, if no
vouchers were available.

Suppliers who wish to propose PRPs with different speed or consumption options where the
underlying eligible costs and performance capabilities are the same – for example, 200Mbps on 1
GB bearer, 300Mpbs on 1 GB bearer options, and so on – DCMS will treat this as a single PRP
application with variants. It is very important that suppliers who wish to use this approach provide
full details of the recurring charges for each variant at the time of application and report the
performance ordered and delivered accurately. Your application must always provide clear evidence
of how the value of the voucher is passed to the ultimate beneficiary.
Where you do not own and operate your own infrastructure, separate PRPs are required where the
underlying commercial input costs and or the way in which the value of the voucher is passed to the
customer are different. If the input costs and the benefit of the voucher are passed to the customer
in the same way using different wholesale providers then a single PRP may be accepted.
Full details of the registration supplier and packages process can be found at page 16.
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Demand Stimulation & Branding
The Scheme is supplier-led. The success of the Scheme overall will depend on marketing and
promotional activity on the part of suppliers. Registered suppliers are responsible for actively
promoting the Scheme to existing and potential customers.
We will encourage local bodies to undertake demand stimulation activities in their areas, and we
expect them to work with suppliers in order to identify priority locations; support demand
aggregation, encourage take up of vouchers amongst SMEs and residents, and help increase the
visibility of the Scheme. We hope and expect that local bodies will help identify priority areas where
significant clusters of growing businesses operate or where the underlying infrastructure is not
supporting the needs of the market. Local bodies will aim to make this information available to all
registered suppliers in their area on an equitable basis.
DCMS will work with both suppliers and local bodies around their demand stimulation activities, and
will provide support and guidance around any PR or marketing activities. DCMS will make available
both its branding and logo, to be used in accordance with the media protocol outlined in the
supplier registration terms and conditions, and some standard lines to draw upon in media and
promotional content. We suggest that if you have not already done so you make yourself known to
local bodies in the areas you intend to develop projects.
Some of the feedback from suppliers so far is that consumer confidence in the Scheme as a
legitimate government initiative is not high, so DCMS will also work to make the Scheme more
visible through its own promotional channels, including the .gov.uk website and through the use of
social media, using:

#GigabitVoucher
Suppliers taking part in the Scheme find that a particularly successful approach to marketing the
Scheme is to encourage aggregation amongst their customers. Many customers, especially those in
remote or rural locations may find that the value of a single voucher does not fully mitigate the
installation cost of a new connection. Several suppliers have had success with voucher take-up in
these areas by using a model where they encouraged whole communities to benefit from vouchers
as part of a single project - this allows the customers to pool the value of their vouchers, which then
helps meet the installation cost charged by the supplier. Suppliers should therefore should aim to
identify where in participating areas aggregated or project-based PRPs will support the deployment
of new gigabit-capable infrastructure (whilst noting the Scheme’s 10:1 rule regarding mixed SME
and residential projects).
Communities may want to form their own project groups and you may be approached to support
them. We have published some guidance about these types of projects here:
link https://www.gov.uk/government/publications/community-led-broadbandSchemes/introduction-to-community-led-Schemes
Although we encourage proactive demand stimulation by suppliers taking part in the Scheme, you
should not in any circumstance offer customer’s vouchers in locations where there is no realistic
possibility of providing a service which meets the Scheme terms and conditions within 12 months.
We expect that customers will be able to request a voucher and have a connection delivered within
12 months in any area where a supplier is actively using the Scheme to promote its products. We
may cancel vouchers we have issued if they are not connected within 12 months.
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Resources to help you promote the Scheme and the branding assets you may use are available from
the following link: https://gigabitvoucher.culture.gov.uk/media/ or from your logged on homepage:

You must be signed in as a registered supplier to access these resources.

Eligible Areas
The whole of the UK - England, Wales, Scotland and Northern Ireland - is eligible. The only locations
that are not eligible are those where public money has been used or is already committed to
support gigabit-capable (FTTP) connections. As part of your registration for the Scheme, you will be
asked to provide accurate information about which parts of the UK you are able to provide service.
You must provide accurate information – you can update it at any time. It will damage the
reputation of the Scheme, and therefore your potential customer’s view of your company – if the
information you provide is misleading or inaccurate. You may also be in breach of the Scheme’s
rules if your information is deliberately inaccurate or misleading, which may ultimately result in your
de-registration from the Scheme. The address you use to request a voucher MUST be the address at
which the new connection will be installed.

Eligible Customers
The GBVS is primarily a micro-grant Scheme for small and medium enterprises (SMEs) as defined by
the European Commission. Residents may only benefit from a voucher as part of a project in a
maximum ratio of one SME to ten residents. SME only projects are also allowed.
This means that in order to benefit from the voucher in most cases the organisation that benefits
from the grant - the beneficiary - must meet the terms of the official definition of an SME. You must
check a customer’s eligibility at the point of sale or offer if you intend to offer a voucher. It is
important that you make sure that all customers who are offered voucher are aware that to qualify
they must meet the SME eligibility tests. To back this up, SMEs will need to confirm their eligibility
before a voucher is issued and in some cases we will carry out additional checks before we issue the
voucher. For sole traders we almost always seek supporting evidence of trading to check that they
are bona fide undertakings.
The formal SME definition for the Scheme is summarised below. These conditions are reflected in
the terms and conditions accepted by the beneficiary through the website.
To qualify for a voucher the beneficiary must meet the European Commission definition of SME
(http://ec.europa.eu/growth/smes/business-friendly-environment/sme-definition_en), these can be
summarised as:
■ Up to 249 employees (in total in the organisation) and turnover no greater than €50m per annum,
and/or
■ Balance sheet of no more than €43m
As a result of the voucher contribution included within the relevant package, the SME will also have
received less than €200k in public grants in the last 3 years - this is the de minimis limit for the vast
majority of sectors. Note that different de minimis levels apply to a few specific industrial sectors,
such as, fishery and aquaculture primary production, processing and marketing of agricultural
products, coal, steel and ship buildings. Businesses which operate in these sectors should be advised
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to seek additional advice before accepting a voucher. It is not possible for a supplier to check this
independently, however the SME must be made aware of these restrictions. These conditions are
validated by the customer through the website before the voucher is issued. Not for profit
undertakings are also eligible provided that they qualify as SMEs.

Exclusions
The following are not eligible to benefit from a voucher
a. Public sector organisations
b. Enterprises owned or controlled by a registered supplier
c. A school funded by DFE
d. A privately funded school operating over the ages of 3-18
e. An organisation solely involved in offering provision under the requirement for young people to
remain in education or training until their 18th birthday
f. Any beneficiary who has an existing leased line delivered by fibre which is considered to be
gigabit-capable and properties with such a service are not eligible for a voucher as part of the
Scheme
g. The Isle of Man is not part of the UK and businesses there are not eligible
h. Established churches (Church of England/Catholic) do not qualify since they are larger
‘enterprises’. Small independent churches are more likely to meet the qualifying criteria of an
SME. A charity and or company number should be provided.
You should not offer vouchers to any of these excluded customers.
SMEs may benefit from multiple connections supported by the Scheme at different locations from
which they trade, but no SME may benefit by more than £2,500 in total – from 26 November 2018
for Standard and from 7 January 2020 for Project vouchers.
We are able to provide additional advice about eligibility and Linked and Partner enterprises – as
defined in the EU guidance – if required. If you are unsure, please raise a support ticket using the
button on https://gigabitvoucher.culture.gov.uk/supplier-self-service/ before you offer a customer a
voucher.
The main reasons we have declined voucher requests is:
•
•
•

The business is too large
The customer is not a genuine business
The customer is in the public sector.

Version 4.0

13

12/11/2018

Residential Eligibility
NOTE: Residents can only benefit from the Scheme under the following conditions:

●

•
•
•

The connectivity requirement rules are identical to the rest of the Scheme
The PRP from which they benefit is a project – in a defined and agreed geographical area
No more than 10 residential properties may be connected for every SME beneficiary
taking part in the project (Scheme change November 2018)

•

Sole traders are eligible as businesses, but you should be aware that we will seek evidence
that every sole trader is genuinely trading from the property you aim to connect
supported by a voucher.

Projects which include residential beneficiaries will be subject to exactly the same terms
and conditions as the main GBVS, except that the minimum value and maximum value of a
residential voucher shall be £500 only. For example:
Cost of Connection (Residential)

Voucher value

£400

Nil

£550

£500

£1,500

£500

●

The beneficiary will be required to pay ineligible and non-capital costs

●

The voucher cannot be used to pay any VAT

●

There is no mechanism by which an individual resident can request a voucher. For
communities to benefit from the Scheme, they should work through a registered supplier
and associated businesses. See guidance online and page 10.

Eligible Costs
You are only able to claim vouchers for your customers to support the actual incremental eligible
costs of providing compliant connections in every case. The Scheme’s eligible capital costs are set
out in Section 3 of the supplier registration terms and conditions. This section of the registration
document also sets out certain limits on the voucher contribution to specific eligible costs (e.g. CPE,
active equipment) and also sets out the cost items which cannot be funded by the Scheme (e.g.
wayleave costs).
You should refer to Section 3 of the supplier registration document for a full definition of the
eligible costs. If you have any doubts, please raise a support ticket using the button on
https://gigabitvoucher.culture.gov.uk/supplier-self-service/ before submitting your application.
With regards to distributed services from a shared device to individual beneficiaries – for example in
a multi-occupancy business centre - where existing gigabit-capable structured cabling exists (e.g.
Cat5e/Cat6) this may be re-used. However for new implementations, or if there is an opportunity to
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run a new link alongside existing cabling, we would encourage suppliers to propose a more future
proof fibre link.

Connectivity Requirements
The formal definition of the Scheme’s connectivity requirements to qualify for a voucher are set out
in Section 2 of the supplier registration terms and conditions. The following summary is provided to
help suppliers explain these key rules across their teams:
Capability - the new service must be capable of delivering a new connection at a speed of at least
1Gbps in either direction - up or down. If the customer already has a gigabit-capable connection from any provider and however delivered - they are not eligible for a Gigabit Voucher
●

Consumption - the customer must take a service with a speed of at least 100mpbs and the
new connection must be at least double the customer’s existing connection’s headline
speed. This is sometimes described as the step-change requirement. You will need to find
out and report the current speed of a voucher customer’s connection. This information
should be accurately recorded. DCMS will, in some instances, check this with the beneficiary
to check eligibility.
Suppliers should refer to Section 2 of the supplier registration terms and conditions for a
full definition of the connectivity requirements.

Connection Timeframe
From the date at which the order is placed you have 12 months to deliver the gigabit-capable
connection. This time limit is to encourage timely delivery by suppliers and to prevent SMEs being
offered vouchers when there is no realistic possibility of delivering compliant services within a
reasonable time.
We recognise that sometimes you may be unable to deliver a connection within this time period for
reasons entirely beyond your control and despite all reasonable attempts to do so. In those
circumstances, and as set out within the supplier registration terms and conditions, we may accept a
change request extending this date. Details of how to request such an extension will be
communicated to registered suppliers through a future bulletin.

Transferability
Vouchers are not transferable. So, if an SME in a multi-business PRP project leaves the building or
ceases trading before the circuit is delivered, that customer’s voucher cannot be transferred to a
new business. However, if there is still money left in the Scheme fund, then then you will be able to
enter into a new contract with the new business - subject to the same rules - and the Scheme may
issue a new voucher to that business. If the Scheme’s funds are fully committed, then no new
vouchers can be offered.
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Supplier Registration
In order to become registered as a supplier and be gain access to the supplier area of the site, you
must first access the public website and review the section called ‘Suppliers’ on the tool bar. You
will find a link to supplier registration. This link provides access to an online application form. Before
completing this form you must first read the Scheme terms and conditions. The supplier registration
form has six sections:

Within each section is a ‘Save and Continue Later’ option. This allows the user to save the
information and place in the form (for example to locate relevant banking evidence), Suppliers can
click the button to receive a hyperlink that can be copied and subsequently pasted into a browser in
order to return to the form.

Information fields in the form are self-explanatory. Additional guidance has been added where
needed. If you have any questions about completing the form, you can raise a support ticket using
the button on https://gigabitvoucher.culture.gov.uk/supplier-self-service/.

Adding your coverage information
The Scheme operates nationally, we want to make sure that SMEs can identify those suppliers who
can potentially provide eligible products in their area with some certainty. We have therefore
provided a coverage selection list in the “manage my profile” section of the supplier self-service
area.
The coverage self-service section is set up with the following hierarchy


Country
o County / Council Area (Scotland) / District (Northern Ireland)
 District (England only)
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The interface is designed to make it easy for you to identify where in the UK you can provide
services as part of the Scheme. For example, by ticking the check box next to a country, all the sub
county/council area/districts below it, inherit the coverage information. Similarly, by checking a
county in England - identified by two dashes before the name and the word ‘Group’ in brackets
after, the districts within that county inherit the coverage.
Example 1 – I can provide services everywhere.
Tick England, Wales, Scotland, Scotland Islands & Northern Ireland. You will show up on all postcode
searches.
Example 2 – I can provide services in Northern Ireland only.
Tick Northern Ireland only. You will show up on all postcode searches in Northern Ireland but not in
England, Wales, Scotland or Scotland Islands.
Example 3 – I can provide services in most of Wales but not Denbighshire. Tick Wales, then uncheck
Denbighshire. You will show up on all postcode searches in all welsh postcodes, apart from those in
Denbighshire, nor those in England, Wales, Northern Ireland, Scotland or Scotland Islands.

It is important that the information you provide is as accurate as possible.
Please note - providing wrong or deliberately misleading information could result in your
company’s removal from the Scheme.

When all fields have been completed and relevant documents attached, the form should be
submitted. On submission, you will receive an email to the main contact email address containing all
of your responses and copies of the attachments you provided. The information will be checked by
us. If the application is successful, we will email you to confirm your supplier number. Supplier users
will be emailed sign in details for the logged in area so that pre-registered packages can be
requested.
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How to Access the Supplier Login Area
Once registered, you can use the supplier sign in button on the home screen or directly access a link
to the logged on area of the site. The link address is:
https://gigabitvoucher.culture.gov.uk/wp-login.php
Users can bookmark this link in their browser to allow easy access.
The login details (username and password) will be provided to the supplier (initially four users for
each supplier) when your first PRP is agreed. These credentials should be entered into the login
screen to access the supplier login area.

Should a user forget their password, a link exists to generate a new one which will be sent to the
email address provided at registration. The site operates using WordPress and it will provide a
recommended password. This may be replaced with a user specified password.

Passwords
Password-cracking techniques have matured quickly and significantly in the past few years, but the
way many people create passwords hasn’t kept pace with these techniques. As a result, the most
common advice about creating a strong password today is outdated and impractical.
A password created with this common advice for example - jal43#Koo%a - is actually very easy for a
computer to break and very difficult for a human to remember and type. Instead, consider using a
passphrase instead of a password – A passphrase is similar to a password, except that it is based on
a random collection of words, rather than just one. For example, “copy indicate trap bright”.
Because the length of a password is one of the primary factors in how strong it is, passphrases are
much more secure than traditional passwords. At the same time, they are also much easier to
remember and type.
If you cannot access the site despite resetting a password, you can raise a support ticket using the
button on https://gigabitvoucher.culture.gov.uk/supplier-self-service/

Version 4.0

18

12/11/2018

Using the supplier login section of the Scheme website
This is part of the site provides a source of “official” public information for suppliers about the
Scheme. You should also use this area to:
•
•

Manage contact, profile and coverage information
Request new pre-registered packages – project or standard

•
•
•
•
•
•
•
•

View status of PRPs
Report PRP customer orders – this is, in effect, a “request for a voucher”
Cancel voucher requests
Look up and modify1 voucher data
Check whether vouchers have been issued following DCMS checks
Report that gigabit connections have been delivered in order to request/redeem payment
Contact DCMS with a non-standard question using the support ticket function
Download details of all you vouchers

1. Suppliers can generally only modify information before the voucher is issued.

The Gigabit Broadband Voucher Scheme is available as a public website at
https://gigabitvoucher.culture.gov.uk. Its content includes customer information about the Scheme.
It is this link that you should share with customers to ensure they have up to date access to
information and access to the Scheme terms and conditions. The site includes a postcode search to
help potential customers identify suppliers with registered PRPs in their area. It is vital therefore
that you accurately reflect you coverage capability. Providing wrong or deliberately misleading
information could result in your company’s removal from the Scheme.

Avoiding Emails Going to SPAM/Junk
The website is configured to minimise the risk that the emails it sends to you land in spam folders in
error, however this is not fool-proof. To minimise this risk we recommend that you add the system
email address to your contacts and where possible add the email address to your safe sender list.
The email address from which emails will be sent to suppliers is: GVSadmin@culture.gov.uk
You should not respond to emails from this account as it is not monitored. If you have queries for
the LFFN team, raise a support ticket to DCMS using the button on
https://gigabitvoucher.culture.gov.uk/supplier-self-service/.

Supplier Login Home Page
When you have logged on, your ‘Home’ page differs from the public site. Instead you are presented
with a screen with nine action buttons:
●

Request vouchers

●

Redeem vouchers

●

Download my vouchers

●

Manage my profile

●

View my PRPs

●

PRP application
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●
●
●

Re-send voucher validation email
Re-send Voucher connection confirmation email
Link to supplier self-service page

Using the home page you can request vouchers for signed orders where you have offered an eligible
customer a voucher, claim payment for connected gigabit-capable services and download all the
information the site holds for vouchers for your customers.
Manage my profile allows the supplier to change short marketing messages, contact information
and coverage data. Suppliers can request and review progress on pre-registered packages. By
adding a voucher number to the re-send box, beneficiary emails can be automatically sent to your
customers, for example, when they have mislaid the original message or the address for the mail
had changed/was incorrect.
The last link is to a further self-service area with additional options.
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Updating Your Company Information - Supplier Self-Service
When you log into the supplier login area, you will see an option to ‘Manage my profile’. This option
allows registered users to update data that we share with your potential customers. It is important
that you keep this information up to date.
Start by clicking the ‘Manage my profile’ option.

At the top of the form, you can update/amend company information. Fields that are greyed out
cannot be updated. If you need to update any of these fields you should contact the LFFN team by
raising a support ticket.
The data fields that you can update are:
Company Name

This will be displayed on the supplier search on the site

Description

Text of no more than 300 characters to describe your company’s
services and or capability and reach. This will be displayed on the
supplier search on the site

Contact Name

Used for communication between the DCMS and your company only

Contact Email

Used for communication between the DCMS and your company only

Contact Phone
Website

Used for communication between the DCMS and your company only
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Updating Coverage Information
If you have extended your coverage capability or realised that you have not accurately reflected the
coverage capability of your company, you should update the coverage as you did at registration. The
interface is identical to that in the supplier registration.

Submitting Your Update
Before submitting your update you should first ensure you have read and understood the current
Scheme terms and conditions. If you accept these terms and are confident that the updates you
have recorded are accurate, please tick the box labelled ‘Agree & Confirm’. This records your
agreement and the form’s ‘Submit’ button will appear on screen so that you can complete the
action.
We will send an email to the user making the update confirming the changes made.
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Pre-Registered Packages – Detail
You will not be published as a registered supplier until you have an agreed PRP in place. PRPs can be
requested using the supplier login. You can also review the status of each of your PRPs.

The home page includes two new options to request/apply for a PRP and to view any existing PRPs
and their status.
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Requesting a Pre-Registered Package
The online form guides you through the information DCMS needs to assess your request.
In all cases, the form should be completed accurately and fully. Please ensure that supporting
evidence is included with your application. This evidence should be sufficiently detailed to allow
DCMS to conduct technical and commercial due diligence on the proposed deployment. In
particular, you are required to demonstrate how the proposed deployment meets the connectivity
requirements of the Scheme. You are also required to demonstrate how the costs proposed for
voucher funding are eligible costs, that the costs are in line with standard commercial rates payable
by a non-voucher customer, and how the financial benefit of the voucher is being passed on in full
to the beneficiary. Depending on the nature of the package proposed, this may include details of
input costs incurred from the relevant wholesale provider.
Finally, you must:
•
•

Confirm that you are authorised to complete this form on behalf of your organisation.
Declare that the information on this form, and any other information given in support of the
application, is correct to the best of your knowledge. Agree to notify DCMS immediately if
there are any material changes to the information provided within this application.

•

Understand that providing wrong or deliberately misleading information may be an offence
and that such information may be used against me in any subsequent proceedings.

•

Confirm that this package submitted for registration is fully compliant with the terms and
conditions of the Scheme and that all costs claimed in respect of this package are genuinely
incurred and relate to eligible costs only.

•
•

Understand that vouchers cannot fund VAT.
Confirm that the financial benefit of the voucher will be passed on in full to the relevant
beneficiary.

On completion of the form, DCMS will evaluate the request. If the information is incomplete or
unacceptable, we will email you with details of the problem. It is your responsibility to ensure DCMS
has all relevant information in order to approve the package. You will be able to view the status of
your packages using the ‘View my PRPS’ section on the portal home page.

View My PRPs
You can now view the PRPs that you have requested and the current status of those PRPs.
The following status options apply:
Under Review

Application received

With Supplier

We are waiting for further information from you before
we can complete our review

Final Review

Review at final stage

Published

Live

Suspended

No new voucher requests accepted. Issued vouchers will
be honoured subject to Scheme rules

Stopped

No activity permitted
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As well as this view, you will receive an automated email when a new PRP is agreed. Once agreed,
you can report orders and connections using the Request voucher and Redeem vouchers options on
your logged on home page.

When to Report Orders and Connections
As set out in the Scheme documents, you are required to report all contracts entered into “orders
placed” as soon as practicable after agreeing a service with your customer. Failure to report either
step is a breach of the Scheme terms and conditions and may delay voucher requests and payments
progressing. Please note that the system has a 10 day limit from date of order to the date of
voucher request. It will therefore slow the process if you do not request/redeem vouchers in a
timely manner.

How to Report Orders Placed
The supplier login area provides you with the option to request an individual voucher using an
online form. Suppliers with large volumes of vouchers to process may also find it helpful to upload
multiple voucher requests using the bulk upload feature. See page 28 for details.
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Single Voucher Request

All fields on the import form are mandatory except Address Line 2 and UPRN (Unique Property
Reference Number). The voucher system has a series of checks that it makes against the data you
provide to ensure all information entering the system is correct. For example, it will not accept a PRP
Number that is not associated with the supplier. A fuller list of the validation steps is included in the
CSV example below.
You should complete the form and click submit. If there are errors in the input data, these will need
to be remedied before the portal will accept submission of the request.
WARNING: when you make a request for a voucher you are confirming that you believe that you
have an eligible customer, who has agreed to take a new connection that meets the Scheme terms
and conditions and which you are able to deliver within 12 months maximum.

On successful submission of a request, the portal will present a list of codes so that you can easily
record the voucher number. These codes may also be downloaded using the, “Download my
vouchers” function.

PLEASE NOTE THAT AT THIS STAGE THE VOUCHER IS NOT AUTHORISED AND NO CLAIM FOR
PAYMENT CAN BE MADE UNTIL DCMS HAS ISSUED THE VOUCHER.
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Bulk Request
The bulk request feature allows a supplier to upload multiple requests from a data file. The
maximum limit is 100 voucher requests per upload.
To use this facility, click on the ‘Bulk request (csv)’ tab. Choose the file from your local or networked
file location and press submit. The same data validations will take place as with the individual
voucher request form, however in bulk mode, the line within the CSV upload in which the data error
is detected will be identified within the error message.
*Please note. If a bulk upload has errors that fail the validation tests, NONE of the records in the
data file will accepted and you must fix the data error(s) and import the whole file again.

WARNING: when you make requests for vouchers you are confirming that you believe that you
have eligible customers, who have agreed to take new connections that meet the Scheme terms
and conditions and which you are able to deliver within 12 months.
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Checking the Status of Your Vouchers
The third box on the home screen allows you to download a file in CSV format (comma separated
value) that summarises the data and status for all your customers’ vouchers. This list is created in
real-time from the portal database. The information and status of each voucher is therefore the
actual state at the time you download the data.

Reporting Connections Delivered
When you have completed the installation of a gigabit-capable connection for a customer with an
approved voucher, you are able to make a claim for payment through the redeem vouchers button.
In the same way the voucher was requested, there is an option to claim one payment, using a form,
or upload a number of claims (max 100 per sheet).
The form is much shorter than the claim, since the portal already has a record of the underlying
data.
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Again, the data in the form will be validated by the portal and any errors notified to the user to
remedy before resubmitting the request. In the same way as at the voucher request stage, click the
‘bulk request (CSV)’ button to upload multiple claims. A template is included below.

Templates available Here.

WARNING: when you report connections delivered you are confirming that you believe that
you have delivered compliant connections to eligible customers who have agreed to take a new
connection that meets the Scheme terms and conditions. If this is not true then you risk
breaching the Scheme terms and conditions which may result in the initiation of the Issue
Escalation Process and or other actions including the recovery of some or all of the value of
vouchers claimed and your possible removal from the Scheme.

Additional Supplier Self-Service
DCMS have added additional supplier self-service functions to a second page. From the supplier
‘Home’ it is possible to link to the supplier-self-service page which has the following
services/information available.
●

PRP Change request

●

Voucher cancellation

●

Voucher correction request2

●

H-Res Scheme image request form

●

Dispute & cancellation codes

2. This will shortly be replaced with a voucher look up and correction screen.

PRP change requests should only be used to describe the changes you are requesting for an existing,
published, Pre-registered package. There is no requirement to advise DCMS of small wholesale cost
fluctuations. (It is only important that you can evidence actual eligible costs incurred for a voucher
claimed). The change request form is for changes such as additional geography (postcodes) added to
Project PRPs or changes to the size or type of package.
Vouchers cannot be transferred so in the event of a change of beneficiary, you must cancel the
original voucher and request a new one for the new beneficiary. You can cancel the voucher here.
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Currently, suppliers can request small changes (e.g., name or email typos) to a voucher using this
form. DCMS will shortly be introducing a voucher look up that allows suppliers to make small
changes, until the voucher is issued.
If you require hi-res versions of Scheme logos, you can request those using the supplier-self-service
page. We have also published a list of codes for cancellation and dispute to make identification of
problems much quicker.

Managing Disputes
DCMS and in some cases local bodies will be carrying out compliance checks, including SME
eligibility and the delivery of compliant connections. If we identify a dispute with a voucher or
payment request, we will mark that voucher as ‘disputed’. Any vouchers in dispute will trigger an
email to your dispute contact. The affected voucher will also be marked as “in dispute” on the
voucher download report. In order to resolve any issue, please raise a support ticket to DCMS using
the button on https://gigabitvoucher.culture.gov.uk/supplier-self-service/, quoting the voucher
number and customer name, to resolve any issues and allow us to approve the voucher or payment
or resolve the dispute. A copy of the codes used to manage disputes and cancellations may be found
in appendix [3].
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Warning: Until the dispute indicator is removed from this voucher, the voucher cannot be
issued or payment cannot be made.

Compliance Checking
The Scheme has a large number of controls in place - set out in detail in the registration documents
– to check both value for money and Scheme compliance. At the discretion of either local bodies or
DCMS, we will carry out a combination of random and planned checks of the following, amongst
other factors:
●

SMEs - that they are legitimately trading from the address at which the voucher is claimed
and that they meet the SME and other Scheme rules

●

Connections - that they meet the performance characteristics claimed in the PRP
applications and meet the Scheme rules for step-change

●

Value – we will carry out “deep dive” queries to check that the actual costs are the same as
those set out in your PRP application and as claimed.

Payments
Payments for completed connections will be made directly to you by our agent Historic England.
Historic England will also carry out the necessary checks required to set up suppliers as payees for
the Scheme and will provide remittance advice. We will aim to make payments within 10 days of a
compliant claim being made through the portal that has been validated by the beneficiary.
Inaccurate, untimely or incomplete reporting will delay payments as will any disputes or errors
raised by local bodies or DCMS.
We will inform you each week of any payments made. This advice will include details of all vouchers
for which payment will be made and the remittance batch reference that will be used to pay.
As well as sending an email as part of the payment run, detailing which vouchers are included as
part of a single remittance, DCMS also writes the remittance number to the voucher download
which is available from the supplier homepage. The remittance number is shown in column AG. By
filtering this column you can quickly identify the vouchers included in that batch. PLEASE DO NOT
CONTACT HISTORIC ENGLAND WITH THIS QUESTION UNTIL YOU HAVE CHECKED ON THE
DOWNLOAD.

Updates & Help
DCMS intends to make update information available to registered suppliers through the logged on
area of the website. In addition, we plan a further review the Scheme in Spring 2019. We welcome
feedback and questions at any time. You can contact us raise a support ticket to DCMS using the
button on https://gigabitvoucher.culture.gov.uk/supplier-self-service/.
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Appendix 1 – Voucher Status
Action

Description

Status/outcome

Voucher Request
(Online form/batch)

When a supplier has requested a voucher on behalf of
the beneficiary on the portal. And the voucher request
has successfully loaded. The customer must validate
order within 28 days otherwise the voucher may be
cancelled.

Requested

Beneficiary
responds to email &
DCMS complete
validation checks

A voucher will only be issued after the customer has
validated the email request for the voucher and the
local body/DCMS have completed compliance checks.
Once issued we will ensure there are sufficient funds to
pay the voucher.

Issued

Redeem Request
(Online form/batch)

Supplier requests payment for a connected gigabitcapable connection.

Claimed

Beneficiary
responds to email &
DCMS complete
validation checks

A payment will only be made after the customer has
validated the connection email and the local
body/DCMS have completed relevant compliance
checks, which may include contacting/visiting the
beneficiary.
The customer must validate within 28 days otherwise
the voucher may be cancelled

Approved

Automated
payment run

Payment runs are usually initiated at 01:00 each
Thursday. A batch file will be created and passed to the
payment agent. Actual payment will take up to 5 days.
Supplier receives details of the batch number and which
vouchers have been paid as part of that batch.

Paid

Other Actions/statuses
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Action

Description

Status/outcome

DCMS initiates a
At any time, a voucher can be placed in dispute if DCMS
dispute regarding a believes there is an issue that requires resolution or
voucher
explanation. Until the issue is resolved and dispute is
lifted, no further action will be taken. It is the supplier's
responsibility to resolve any issue to the satisfaction of
DCMS.

Disputed

DCMS initiates a
Much like a dispute, if DCMS believes there is an issue
Withheld
dispute regarding a that requires resolution or explanation following a claim,
payment
payment may be withheld. Until the dispute is lifted and
the voucher returned to its previous or subsequent state,
no payment will be made. It is the supplier's responsibility
to resolve any issue to the satisfaction of DCMS.

Voucher cancelled
due to lack of
response from
beneficiary or
supplier

If after 28 days a beneficiary has not responded to a
request by DCMS, or a supplier has not resolved a dispute
satisfactorily a voucher may be cancelled. Cancelled
vouchers cannot be reinstated. If a beneficiary and
supplier wishes to continue and can resolve any
outstanding issue, then you must request a new voucher.

Cancelled

All of above is subject to the Scheme’s formal terms and conditions.
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Appendix 2 – Voucher download data
Column
A

Column Title
Voucher name

B

Voucher status

C
D

Voucher created
Company Name

E

Contact Name

F
G
H

Customer Email Address
Customer Phone Number
Customer Address 1

I
J
K
L

Customer Address 2
Customer Address Town
Customer Address
Postcode
Customer Address District

M

UPRN

N

Company Number

O

Local Body

P
Q

Supplier
PRP

R
S

Voucher Value (£GBP)
Date of Agreement

T
U

Order Number
Current Speed Down

V

New Speed Down

W

New Speed Up

X

Claim Value (Â£GBP)

Y

Date of Delivery

Z

Issue: Local Body
Approved
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Explanation
The voucher code, this will be used to reference the
voucher throughout the process.
The status that the voucher is in. Descriptions of the
statuses can be found in the supplier guidance Appendix 1
The date on which you requested the voucher.
The name of the beneficiary company, this should be as it
is on Companies House.
The name of the contact the beneficiary company or the
resident’s name.
The email address of the beneficiary.
The phone number of the beneficiary.
The first line of the address you have provided to us of the
beneficiary. Must be the address to be connected
The second line of the address
The town/city of the address the provided
The postcode of the address
The administrative district/local body which the address
has been matched with on our database.
The Unique Property Reference Number of the beneficiary
as provided by the supplier.
The company number of the beneficiary company, this
should be as it is on Companies House.
The organisation that is administratively responsible for
this voucher. (DCMS)
You.
The pre-registered package reference with which the
voucher is associated.
The value of the voucher you have requested.
Date of when the agreement was signed between you and
beneficiary to provide a new connection.
Your internal order number associated with the voucher.
The current download speed of the beneficiary before
receiving new connection.
The download speed new connection as stated in the
supplier/beneficiary agreement.
The upload speed of new connection as stated in the
supplier/beneficiary agreement.
The value of voucher which you have claimed, this may be
less than the request value and must be only the actually
incurred incremental eligible cost.
Date when the new connection was delivered to the
customer
Date of when the local body or DCMS approved the initial
request for a voucher.
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AA

Issue: Customer Approved

AB

AF

Issue: Customer Approved
By
Payment/Install: Local
Body Approved
Payment/Install: Customer
Approved
Payment/Install: Customer
Approved By
Sent for payment

AG
AH

Payment batch
Notes

AC
AD
AE
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Date of when the beneficiary validated the initial request
for a voucher.
Name of the person who validated the initial request for a
voucher.
Date when the local body or DCMS approved the voucher
claim for payment.
Date when the beneficiary validated that the new
connection was complete and accepted service.
Name of the person who validated that the new
connection was complete.
Date the voucher sent to Historic England to be paid to the
supplier.
The payment batch of which the voucher was a part.
Notes that we place on the portal system regarding the
voucher, this may be disputes, change requests, reasons
for cancellation, etc.
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Appendix 3 – Dispute & Cancellation codes
Code
D101
D102
D103

D104

D105
D106
D107

D108
D109
D110
D111
D112

D113

D114
Code
C101

C102
C103
C104
C105
C106
C107
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Full dispute code description
Please provide evidence within 5 working days of the beneficiary’s UTR number.
Please provide evidence within 5 working days of the beneficiary’s UTR number and
provide evidence of the beneficiary is trading from this address. E.g. utility bill.
Please provide evidence within 5 working days of the beneficiary is trading from this
address. E.g. utility bill.
Checks on eligibility for this beneficiary has found that this company may be larger than
a EU defined SME and therefore is not eligible for a voucher, please see the PRP term
and conditions for more information.
Voucher [voucher number] has already been requested for this beneficiary, beneficiaries
are only able to receive a maximum value of £3000 in vouchers, please clarify within 5
working days which voucher you would like to continue with.
The value of this voucher is non
This address has been found to have already received/have contracted to receive state
aid for fibre to these premises, therefore is ineligible for a voucher.
Checks on eligibility for this beneficiary has found that this company is dormant or
dissolved, dormant and dissolved companies are not eligible for vouchers, please
provide evidence that this beneficiary is still trading within 5 working days, otherwise
this voucher will be cancelled.
Please provide a full name for this beneficiary within 3 working days.
Please provide a full address for this beneficiary within 3 working days.
Company number provided by the supplier and the beneficiary are different, please
clarify which is the correct company number.
Other dispute, a reason will be given for the dispute, if you are unable to see the full
message contact us at lffnsuppliers@culture.gov.uk.
The beneficiary has not confirmed their company registration number to us, please ask
them to contact us within 5 working days at gbvshelp@culture.gov.uk to confirm their
company number.
Registered suppliers are ineligible to request vouchers for themselves and therefore this
voucher will be cancelled by close of play today, please see the PRP terms & conditions
for more details.
Full cancellation code description
Duplicate voucher
Beneficiary has been found to be ineligible for a voucher according to the Scheme rules,
please see https://gigabitvoucher.culture.gov.uk/media/ for more details on beneficiary
eligibility.
Beneficiary address has been found to have already received/have contracted to receive
state aid for fibre to these premises.
Beneficiary has requested the cancellation of this voucher.
Supplier has requested the cancellation of this voucher.
Other cancellation, a reason will be given for the cancellation, if you are unable to see
the full message contact us at lffnsuppliers@culture.gov.uk.
Voucher has not been validated by the beneficiary within the 28 day period.
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